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ABSTRACT   
Sport, especially football, has become a big business with an evident increase in sporting 
events at all levels (national, tertiary and school) and inclusivity for of all genders. This 
growth has led to the concept of a student-athlete who has become an important investment 
for Higher Education Institutions (HEIs) due to their dual role. For this reason, the 
management of these students has become vital. However, in South Africa, the focus of 
student-athletes, specifically in women’s football, is limited with little to no research. In 
Gauteng, a few HEIs are spearheading the women’s football logs. Supposedly, the reason 
for this is the adequate and effective management of these student-athletes and their 
relevant support services. Thus, the aim of this study was to investigate student-athlete 
support services in HEIs women’s football teams in Gauteng. The study made use of a 
mixed method research design that focused on eight Higher Education Institutions (HEIs) in 
Gauteng women’s football teams and their respective management. The student-athlete 
support survey was conducted with student-athletes, the semi-structured interviews with 
management and the integration phase of the study was presented through the means of a 
merging joint display.  Aspects such as connotations, communication mediums, availability 
and utilisation of support services were highlighted. Support services were highlighted as 
being systems that provided personalised services that aided the holistic development of 
the student-athlete. The availability of support services outlined three HEIs above the rest 
with regards to provision of resources, highlighting the socio-economic disparity in the 
current tertiary education landscape.  When it came to utilisation of support services, the 
support services of strength and conditioning, physiotherapy and administration of 
scholarships were highlighted as the most sought, with communication surrounding student-
athletes’ support services highlighted as important in the effective planning and delivery of 
such services. Support services at HEIs across Gauteng were highlighted to be very 
empathetically orientated with bouts of reliability, responsiveness and assurance in delivery. 
Barriers such as limited financial and human capital, gender ideology, towards women 
playing football, and a lack of student-athlete organisation culture. Solutions to try and 
address these challenges, in the form of, skill capacity programmes, benchmarking 
techniques, workshops on gender ideology sensitising are proposed.   
 







1. Introduction  
  
 
In this chapter, the concept of the student-athlete and student-athlete support services is 
introduced. This is followed by the research problem, aim and respective research 
objectives and hypotheses for the quantitative, qualitative and integrated phase of the 
study. The concepts of analysis, research design and methodology is further outlined. The 
chapter concludes with the proposed contribution to the study, limitations and research 
chapters’ outline.  
  
1.1 Background  
  
1.1.1 High-performance student-athletes  
 
Student-athletes are individuals registered in a Higher Education Institution (HEI), who 
compete up to an international level and receive support (financial and/or practical aid) 
from the institution. High performance student-athletes are expected to academically 
excel and simultaneously perform in sports, balancing both aspects (Burnett, 2010). 
Student-athlete support service systems look to create an atmosphere best suited to 
assist student-athletes to successfully achieve this balance. A balance student-athlete 
performs well in the classroom and on the field of play (Hodes, James, Martin & Milliner, 
2015).   
 
The education system has evolved to provide some support and opportunities to student-
athletes. However, due to a lack of structured arrangements between sporting governing 
bodies and academic institutions, this can often result in varied levels of support, 
sometimes on an ad hoc arrangement (Aquilina, 2009; Houghton, Casey, Shaw & 
Murphy, 2015). New efforts in management have been put in place to also improve the 
quality of relationships and not only, the quality of goods, services and marketing in order 
to build lasting relationships with satisfied and loyal student-athletes through the provision 




management is known as Total Quality Management (TQM), which is regarded as a 
system-based approach (Purwati, Chandra, Junaedi, Luthfi, & Chandra, 2021).  A 
systems-based approach means that in order to achieve an objective, that unrelated parts 
need to work together and are viewed as interconnected components making up a single 
system (Ross, 2017). In TQM, this culture, or way of doing things, needs to be 
implemented in all aspects of the organisation (Purwati et al., 2021).    
 
Similarly, in HEIs, total quality management is defined by Sadikoglu and Olcay (2014) as 
a comprehensive management approach that involves both academic and support staff, 
overseeing all activities, including teaching and learning, managing, communication, 
administration, research and maintenance of resources (Purwati et al., 2021). 
Furthermore, a core element of TQM, is long-term success through customer satisfaction 
and loyalty. Customer satisfaction and loyalty can only be achieved when a business 
delivers on a quality service or service quality (Sadikoglu & Olcay, 2014). In order to 
ensure that the quality of the service being delivered is aligned to the customer’s 
expectations, an organisation needs to adopt Service Quality Management (SQM) (Pedro, 
Mendes, & Lourenço, 2018). Organisations that that meet the expectations of their 
customers or clients, are considered to have high service quality (Abbas, 2020).  
 
HEIs strive to deliver quality support services to their clients, which happen to be their 
student-athletes. A quality suitable student-athlete support structure or system should 
therefore encompass support services that cater for the overall needs of the student-
athlete (Ross, 2017). Generally, support services at HEIs consist of, but not limited to, 
support services such as career guidance, academic support and personal development 
for the student-athlete (Gomez, Bradley & Conway, 2018).  
 
1.1.2  Student-athlete support services  
 
HEIs aim to deliver on support services specific to student-athletes to enhance their 
experience. Those programs range from flexible academic programs, personalised career 




to balance all other external demands (De Subijana, Barriopedro & Conde, 2015; Aquilina, 
2013). Studies on student-athlete support services (Groenewald, 2015; Tinto, 2014; 
Tudor, 2014) outlined that many HEIs focus and deliver on student support services with 
a specific focus on the academic aspect but a few other, on support services that deliver 
and focus on the athlete (Gomez, Bradley & Conway, 2018; Burnett, 2010).    
  
1.2  Research problem  
 
Sport is an activity that may be presented in many forms. Pelak (2010:65) suggested that 
sport can be viewed as "a useful mechanism to engage people, especially girls, to assist 
them in realising their maximum physical potential and social capabilities, football 
included". However, women have been marginalised as participants in football and its 
many cultures (Petty & Pope, 2018). For men, unlike women, football has become big 
business, which is often associated with high financial status, which requires adequate 
management (Caudwell, 2011). In South Africa, unlike internationally, where academies 
are in place to effectively manage women football players, management of women football 
players occurs mostly at tertiary level where players are regarded as students first and 
then athletes, hence the term ‘student-athletes’ (Burnett, 2010).   
 
Student-athletes need support services from their institution to achieve balance between 
their academic and sporting aspirations (Tudor, 2014). Similarly, Tinto (2014) outlined that 
without the appropriate support services in academics and sports, the opportunity for 
student-athletes to succeed both on and off the field is limited. Mirroring this idea is 
Groenewald (2015) reporting that the need for effective delivery of support services for 
student-athletes is vital to achieve both academic and sports goals. 
 
In university sport, specifically women’s football, a number of the Gauteng HEIs teams on 
High Performance Programmes (HPPs), are seen to continuously dominate the University  
Sport South Africa (USSA) Football Club Championships every year (Gagayi, 2012; 
GSports, 2013; League Republic, 2016).  However, research is yet to confirm if, indeed, 




performance. It should be noted that the availability of support services in one institution 
does not necessarily translate to other institutions across Gauteng (Burnett, 2010).  
 
In this regard, literature outlines that certain ‘internal’ issues within organisations affect 
the delivery and quality of student-athlete’s support services. This could relate to factors 
such as knowledge, management experience, leadership, resource provision, structures, 
practices and gender equality (Bass & Ishaq, 2019). With regards to the improvement in 
gender equality and sports, although women have faced many challenges, strides have 
been made in mandating equal funding, opportunities, encouragement and participation 
of women in sports. Legislations, policies and reports such as Title IX of the Omnibus 
Education Act of 1972 (Scheadler & Wagstaff, 2018), The UK House of Commons Women 
and Sport Report 2014-2015 (Velija & Mansfield, 2018), Eminent Persons Group (EPG) 
Transformation Status Report 2018/2019 and the Case for Sport in South Africa 2019 
(SRSA, 2020) have noted the gender transformation acceleration but inequalities still 
exist. Nationally, barriers related to inequalities in leadership, lack of multiple resources, 
hegemonic structures and practices across sport and recreation has been identified as 
challenges. More so, in South Africa, Ogunniyi (2015) highlighted similar barriers on 
women footballers in Johannesburg and Cape Town. Additionally, during the Women and 
Sport Policy roadshow throughout 2018-2019 at NASREC, aspects such as awareness, 
usage and quality delivery and management of women’s sports were highlighted as key 
elements necessary for success (Gauteng Women Sport Dialogue, 2019).   
 
Extensive research has been conducted on student-athletes academic support services  
(Kirby, 2017; Noboa, 2020; Rupley, 2020; Tashenburg, 2016) and sport support services 
(Zakrajsek & Fisher, 2018), but there is limited research that has focused on female 
student-athletes’ sport support services (Blinde, Taub & Han, 1993; Noboa, 2020; 
Ogguniyi, 2015; Person, Benson-Quaziena & Rogers, 2001). In South Africa, research on 
student-athletes has been conducted (Tshube & Feltz 2015; Van Rensburg & Dhurap,  
2011), however not from a SQM of student-athlete support services approach. 
Additionally, no research on women’s football support services with HEIs is available, 




The research problem thus presented relates to student-athlete support services in 
Gauteng HEI women football teams. Furthermore, this research focused on analysing the 
current existing state of student-athlete support services in the context of female football 
players at HEIs in Gauteng against the backdrop of SQM.  
  
1.3   Research aim and objectives of the study  
  
1.3.1  Research aim of the study  
 
The aim of the study was to investigate student-athlete support services in Higher 
Education Institutions women’s football teams in Gauteng.  
The research objectives of each of the three phases are presented next.  
 
1.3.2   Research objective and hypotheses of the quantitative phase  
 
Research objective 1:  
 
To examine female football players’ perceptions regarding student-athlete support 
services in HEI women’s football teams in Gauteng.  
 
In order to meet research objective 1, related to the quantitative phase, the following five 
hypotheses were tested:  
 
Hypotheses:   
 
○ H01: Student-athletes have no knowledge on the concept of student-athlete    
management  







○ H02: Support services and structures across Gauteng HEIs for women football teams 
are not limited  
○ Ha2: Support services and structures across Gauteng HEIs for women football teams 
are limited  
 
○ H03: The utilisation of available support services is not low due to insufficient 
awareness  
○ Ha3: The utilisation of available support services is low due to insufficient awareness  
  
○ H04: Support services are not communicated to the student-athletes by the sport 
directorate  
○ Ha4:  Support services are communicated to the student-athletes by the sport 
directorate  
  
○ H05:  Student-athletes perceive their support services lower to that of other HEI 
support services  
○ Ha5:  Student-athletes do not perceive their support services lower to that of other HEI 
support services  
  
1.3.3 Research objective and questions of the qualitative phase  
 
Research objective 2:  
To understand the views of HEI management regarding current student-athlete support 
services in HEI women’s football teams in Gauteng.  
  
To meet research objective 2 related to the qualitative phase, the following three research 
questions were answered:  
  
Research questions:  
○  To what extent is management experienced and knowledgeable about student-athlete 




○  How extensive are student-athlete support services in HEI women’s football teams in 
Gauteng from a management perspective?  
○  How should student-athlete support services in HEI women’s football teams in Gauteng 
be improved from a management perspective?  
  
1.3.4 Research objective and questions of the integration phase  
 
● Research objective 3:  
To compare students’ perceptions and HEI management view regarding student-athlete 
support services in HEI women’s football teams in Gauteng.  
  
To meet research objective 3 related to the integration phase, the following research 
questions were answered:  
  
Research questions:  
● How do student-athletes and management’s view on student-athlete support services 
currently offered in women’s football teams in Gauteng correspond?  
● How do student-athletes and management’s view on student-athlete support services 
currently offered in HEI women’s football teams in Gauteng differ?  
● How do support services that student-athletes and management view as necessary in 
HEI women’s football teams in Gauteng correspond?  
● How do support services that student-athletes and management view as necessary in 
HEI women’s football teams in Gauteng differ?  
● How do student-athletes and management’s perception on the quality of their support 
services, in comparison to other HEIs, in HEI women’s football teams in Gauteng 
correspond?  
● How do student-athletes and management’s perception on the quality of their support 











1.4. Concepts of analysis  
 
1.4.1   Student-athlete    
  
A student-athlete is an individual who undertakes full time university-level education and 
is also actively involved in elite-level sport (Pato, Isidori, Calderon & Brunton, 2014). The 
concept was coined in 1964 by the first executive director of the National Collegiate 
Athletics Association (NCAA). Within this study, this concept will represent women football 
players, as they constitute the sample unit.     
 
1.4.2  Higher Education Institutional landscape in South Africa  
 
South African Ministry of Education (2001) outlined the need for a major restructuring of 
South African Higher Education Institutions. Countering the apartheid differentiation of 
institutions by resources, race and binary divisions of universities and Technikons, the 
post-apartheid restructuring created a ‘new’ institutional culture. All thirteen Technikons 
were integrated into three comprehensive universities (University of Johannesburg, 
University of South Africa and Nelson Mandela University) or formed Universities of 
Technology (Central University of Technology, Walter Sisulu University of Technology, 
Vaal University of Technology and Tshwane University of Technology) (Burnett, 2010). 
The universities within this study comprise of both comprehensive universities as well as 
newly formed Universities of Technology (UoT).   
 
1.4.3 Scholarship as a support service  
 
Scholarships are known to be financial payments that are given or awarded to students 
based on outstanding academic and/or sporting achievements (Foreman, Perry & 
Wheeler, 2015). Additionally, this scholarship can take the form of either a full scholarship 
or a partial scholarship. A full scholarship consists of a money sum that covers all tuition 




to cover living expenses. A partial scholarship on the other hand, is a sum of money that 
goes towards either your academic studies or your sporting activity (Foreman, McMillan 
& Wheeler, 2017).   
  
Within this study, participants interchangeably made mention of the support service 
scholarship. Although, a scholarship is not regarded as a support service, within this study 
when scholarship is mentioned as a support service, the connotation attached to it would 
encompass funding as a source, the management surrounding the allocation of such and 
the administration around providing the stipend to the student-athlete or covering any 
costs associated to the student-athlete.  
 
1.5 Research design and methodology  
  
This section gives an overview of the research design, sampling, data collection and 
analysis procedures used in the qualitative and quantitative phases of the current study. 
It also reviews the integration component of the study.  A research design is a plan or 
blueprint to conduct a research study and guides the data collection and analysis (Hofisi, 
Hofisi & Mago, 2014). For this study, a convergent parallel design was applied in which 
quantitative and qualitative data are collected simultaneously, analysed independently 
and then combined (See figure 1.1.) (Creswell & Plano Clark, 2019:20).  





Figure 1.1: Main components of the research methodology of the phases   




The main components of the research methodology of the phases of this study will now 
be described briefly as depicted in Figure 1.1.  
 
1.5.1  Methods applied in the quantitative phase  
1.5.1.1  Research paradigm and design   
The research paradigm adopted for the quantitative phase of this study was that of a 
positivist paradigm. A positivist paradigm outlines that an understanding of human 
behaviour can be gained through reasoning and observation (Andrew, Pedersen & 
McEvoy, 2020). Interpreted through rational deductions, concept and knowledge are the 
output of experience (Su, 2018). For this study, the positivist paradigm was implemented 
through the survey method, where observation and reasoning was deducted in a 
quantifiable manner.   
With regards to the research design, a descriptive cross-sectional design was adopted. 
The cross-section design makes use of statistical interpretations about the population of 
interest, in this instance student-athletes, or to compare subgroups within a population, 
otherwise represented by the different HEIs. The research paradigm and design for the 
quantitative phase of the study will be elaborated on in chapter 3, section 3.1.1, on page 
55 and section 3.1.2, on page 56.  
 
1.5.1.2  Sampling  
 
A widely utilised nonprobability sampling approach in sport management is that of 
convenience sampling (Andrew, Pedersen & McEvoy, 2020). Nonprobability convenience 
sampling was adopted for this study, in which, the researcher selected one hundred and 
sixty (n=160) student-athletes from eight (n=8) Gauteng HEIs due to convenience of 
access and limited resources such as time and workforce (Etikan, Musa & Alkassim, 
2016). The sampling approach and sampling method will be elaborated further in chapter 






1.5.1.3  Data collection  
Data collection is known to be the process of collecting and measuring information on 
specific variables within a study, which allows the researcher to then answer relevant 
questions and evaluate outcomes (Kabir, 2016). The quantitative data was collected via 
the survey method in the form of the Montana State University’s (2010) online student-
athlete support services survey obtained from the university’ website. The questionnaire 
survey method will be expanded on further in chapter 3, section 3.1.4, page 57.  
  
1.5.1.4  Data analysis and reporting  
The process of inspecting, transforming and shaping raw data with the end goal of 
discovering information to make informed conclusions and decision-making is regarded 
as data analysis and reporting (Hancock, Stapleton, Mueller, 2018). 
The analysis of the quantitative part of the study was described and summarised through 
the means of both descriptive and inferential statistics. More information on the data 
analysis and reporting of the quantitative results will be further explained in chapter 3, 
section 3.1.5, page 59.   
1.5.1.5  Evaluating the quality  
Validity is defined as the extent to which a concept is accurately measured in a quantitative 
study. The second measure of quality in a quantitative study is reliability, or the accuracy 
of an instrument (Mohajan, 2017). Both face and construct validity were taken into 
consideration to ensure validity of the questionnaire (Andrews, Pedersen, McEvoy, 2020). 
The validity and reliability of the survey method will be discussed further in chapter 3, 




1.5.2  Methods applied in the qualitative phase  
1.5.2.1  Research paradigm and design   
The interpretive paradigm is concerned with understanding the world as it is from 
subjective experiences of individuals where it integrates the human interest into the study 
(Saunders, Lewis, Thornhill, 2015). Interpretivists make use of meaning, opposed to 
measurement-oriented methodologies, such as interviewing or participant observation, 
that rely on a subjective relationship between the researcher and subjects (Andrew, 
Pedersen & McEvoy, 2020).  
For this study, the focus was to identify what is specific, unique and different with regards 
to student-athlete support services in sport. From a management’s perspective, the 
following aspects are investigated; experience of personnel, their knowledge around 
support services, their ideas around the importance of such services and their wishlist of 
support services (Schlinder, 2019). The research design that was adopted for this 
component of the study was that of qualitative content analysis design. The research 
paradigm and design of this study will be elaborate on in chapter 3, section 3.2.1 and 
section 3.2.2, respectively on page 63.  
1.5.2.2.  Sampling  
A sampling technique where the odds of any member not being selected calculated is 
representative of the non-probability purposive sampling technique. This technique is 
otherwise known to rely on the subjective judgement of the researcher in calculating the 
sample representatives (Etikan, Musa & Alkassim, 2016). Also known as judgmental or 
selective or subjective sampling, this sampling method was adopted for this study.  
The sampling unit for the qualitative component of the study reflected a selected unit to 
be studied in the form of forty (n=40) HEIs management representatives of sport (Sharma, 
2017).  
The sample and sampling technique for this study will be further explained in chapter 3, 




1.5.2.3  Data collection  
The qualitative data was collected via semi-structured interviews with forty (n=40) 
participants involved in support services at eight (n=8) Gauteng HEI's to understand the 
views of HEI management regarding current and potential student-athlete support 
services in HEI women’s football teams in Gauteng. Discussion on the interview guide 
and the data collection procedure will be elaborated on in chapter 3, section 3.2.4, page 
65.  
  
1.5.2.4 Data analysis and reporting  
Content analysis a systemic coding and categorizing method used to breakdown large 
amounts of textual information to determine trends and patterns of words used, their 
frequency, their relationships, and the structures and discourses of communication 
(Creswell & Plano Clark, 2019). Similarly, through the grouping of observations or 
quotations from interviews with codes, significant themes can be discovered (Serafini & 
Reid, 2019).  
Qualitative attitudinal data, such as management of HEI’s thoughts, beliefs and self-
reported needs surrounding student-athlete sport support services were obtained from 
the semi structured interviews (Andrew, Pedersen, McEvoy, 2020).   
The reporting of qualitative data was done through the use of a directed or semantic 
content analysis approach presented in both visual, quantifiable and excerpt format 
(Serafini & Reid, 2019). The data analysis and reporting on the qualitative data will be 
further elaborated on in chapter 3, under section 3.2.5, page 67.  
1.5.2.5  Evaluating the quality  
In qualitative research, trustworthiness or validity and consistency or otherwise reliability, 
are discussed in terms of the credibility, transferability, dependability, and confirmability 
of the instrumentation and results of the study (Harvey, 2014).  
The quality or otherwise, the validity and the reliability of the interview instrument will be 





1.5.3 Integration phase  
Integration in mixed method study refers to the precise interconnecting of the qualitative 
and quantitative phases of a mixed method study (Mele & Belardinelli, 2019). For the 
current study, a convergent parallel mixed methods design was employed to offer a 
detailed and complete understanding of the phenomena of student-athlete support 
services in HEI women’s football teams in Gauteng from the perspective of the users 
being the female student-athletes and the system’s suppliers albeit HEI management.  
Convergent parallel design integration at the design level for the current study involved 
independent collection and analysis of the qualitative and quantitative data in parallel time 
period (Andrew, Pedersen, McEvoy, 2020). Thereafter, an integrated analysis was 
conducted to compare students’ perceptions and HEI management view regarding current 
and needed student-athlete support services.  
Integration at the explanation and reporting level was implemented by generating joint 
displays. Joint display is a technique to display and guide data integration in a visual way 
and help to offer novel insights beyond the basic results gained from the separate 
quantitative and qualitative phases (Fetters, Curry & Creswell, 2013:2137). In this study, 
the visual joint display technique is outlined in table format, which allows the researcher 
the opportunity to observe data convergence or divergence outlining and strengthening 
both validity and reliability of the mixed method or integration of data (Abowitz & Toole, 
2010).  
The integration phase of the study, its design approach and reporting format will be further 
explained in chapter 3, under section 3.3, page 74.   
 
1.6  Proposed contribution of the study  
The proposed findings of this study contribute to the body of knowledge within the 
discipline of Sport Management, specifically in the scholarly areas of student-athletes’ 




1.6.1 The contribution to the body of knowledge in Sport management  
This study contributes to the 1. Expansion of student-athlete support services at HEIs 
within the South African landscape; 2. contributes to the advancement of women’s football 
at tertiary level literature as a whole and within South Africa; 3) Contemporary 
methodology, in the form of word clouds, was adopted to report on the structure of support 
services at HEI across Gauteng.   
 
1.6.2 Managerial contribution    
The findings of this study can be used to inform the various Gauteng HEIs’ football 
management structures on the perceptions and needs of their student-athletes, in order 
to make better informed strategic plans. To highlight potential service quality gaps, such 
as knowledge, experience of personnel, organisational culture and ideologies that can 
either support or hinder the growth and advancement of women football in HEIs. Finally, 
this study could act as a benchmarking technique which could lead to insights into the 
management of the top performing universities’ management system of support services.   
 
1.7 Limitations of the study  
Limitations that presented themselves during this study were mainly during the data 
collection phase of the study. Resistance from HEI management in the sharing of 
information was experienced due to fear of exposure and potential consequences by 
higher management. Secondly, with the research study being self-funded, all expenses 
had to be covered by the researcher. Additionally, with Gauteng being a vast province, 
central points to collect data were initially organised. This however resulted in poor 
attendance of student-athletes. For this reason, the researcher had to travel to the 
respective campuses for data collection. However, due to financial constraints, it was not 





1.8 The research outline  
 
This study consists of the following six chapters:  
 
Chapter 1 introduces and outlines the structure of the study. It indicates the aim, 
objectives, hypotheses as well as an overview of the research design, methodology and 
sampling of the study. This chapter ends with the proposed contribution of the study as 
well as the limitations of the study.  
  
Chapter 2 reviews the current literature on student-athlete support services with specific 
focus on the sport component. More so, the importance of support services and the 
benefits associated for the provision of such support services is outlined. In conclusion, 
the two theoretical frameworks selected to base this study on, being the Systems Theory 
(ST) as well as the Service Quality Management (SQM) are presented and explained.   
  
Chapter 3 reviews the research design and methods applied in the current study. The 
qualitative and quantitative phases of the mixed methods research approach followed are 
considered. The quality or reliability issues of both the qualitative and quantitative 
research phases, as well as the actions implemented to warrant ethical research conduct 
are reviewed.  
 
Chapter 4 discusses the quantitative and qualitative findings. The integration of the 
qualitative and quantitative phases of the study are also presented. It reports on the 
comparison of available and desired support services amongst the HEIs and the 
perceptions of both student-athlete and management at the respective HEIs surrounding 
student-athlete support services.  
  
Chapter 5 outlines the discussion of the reported results from the findings.    
  
Chapter 6 postulates the conclusion, recommendations for HEIs and future studies 







2.  Introduction  
 
Football is known to be accessible to all due to its ability to bring people of various 
backgrounds together. In addition, it is regarded as the most played sport in the world, 
and it is commonly known as football outside the borders of the United States of America 
(Bliss, 2018). In South Africa, football is the most played sport and is particularly important 
to the majority of South Africans, given the role it played in apartheid (Nothling, 2010). 
South Africa is regarded as a sporting nation and has utilised sport as a medium to shape 
society such that over the last two decades, South African sport has developed in form, 
level and participation on a global, national and tertiary level (Nothling, 2010). However, 
women's football has faced many challenges throughout its history (Bliss, 2018).  
 
Most universities encourage students to participate in recreational and sport activities as 
part of their student life. However, there are elite sport activities or programmes that 
require a lot of effort and time from both tertiary institution management and from the 
student-athlete (Ryan, Thorpe & Pope, 2017). University sport participation is very 
important, especially in building the image of the university and marketing the university 
in general (Masteralexis, Barr & Hums, 2014).   
 
The more a university performs in a certain sport, the higher the enrolment by student-
athletes within that university (US Legal, 2019). There is a great necessity for 
collaboration by universities’ management to ensure that efficient, effective, proper, and 
tailored structures are in place, especially related to support services for student athletes 
in order to assist their optimal performance (Hakkers, 2019).  
 
2.1 Women’s football  
 
Literature outlines that women may have been playing football for many years since its 




(25220 CE) where women played a similar game known as ‘cuju’. Female figures are 
seen playing Tsu Chu on Han Dynasty frescoes (Global game, 2006).   
 
There are many opinions and reports on the accuracy of the dates, but estimates track 
the origin to 5000 BCE (Football Network, 2019). Others report of an annual match being 
placed in Glasgow in the early 1790s (Scottish Football Association, 2005). The first 
women’s football game took place in 1895 in England whereas in France; it was played 
as part of that era’s folk games (Newsham, 2014). The British Ladies’ Football Club from 
1894, with its founder and activist Nettie Honeyball is the most well documented early 
European team. However, British Football associations frowned upon women’s football in 
England, as it was perceived a threat to the ‘masculinity’ of the game (Murray, 2010). In 
1863, governing bodies that prohibited violence on the field, made the game more socially 
acceptable for women to play (Murray, 2010).  
  
2.2 Modern women’s football in Europe  
 
Due to generated interest by the 1966 FIFA World Cup, the British Women's Football 
Association (FA) was formed. In 1969, the Union of European Football Association 
(UEFA) decreed that each country’s national association take into their control, the 
women’s game (FIFA, 2014).  
 
In the 1970s, the Italian Ladies’ Football Federation hosted a ‘World Championship’ 
tournament in Rome that was sponsored by the local wineries without any support or 
involvement from FIFA or governing associations (Williams, 2014). Limited clubs 
participated in this championship, but such initiatives paved the way for the first women's 
international football match that was played between France and the Netherlands in 1971, 
in Hazebrouck, France (FIFA, 2011).   
 
The first women’s professional football players, on a part time basis, were introduced by 
the Italians in the 1970s. In addition, they were the first to sign foreign players from other 
European countries to come play in the Italian league with the aim of raising the profile of 




1985 formed the United States of America (USA) national football team. The Japanese 
followed suit with a semi-professional league, which is still running today (McIntyre, 2012).  
Unfortunately, the same progress and development in women’s football cannot be seen 
in all countries, specifically in the southern hemisphere, like South Africa.  
  
2.3 Football in South Africa  
 
British soldiers, political officials and traders introduced football to South Africa, and soon 
the sport gained high levels of popularity from the majority of South Africans (Henwood & 
Pretorius, 2008). The interest in football continued to flourish throughout black townships 
and was soon institutionalised as a sport (Nothling, 2010). Football’s popularity stemmed 
from the advantage of requiring few resources, being easily accessible and that it was 
regarded as a political tool to mobilise and integrate black people in the informal sites. 
The South African Football Association (SAFA) was established in the pre-Apartheid era 
(Alegi & Bolsmann, 2010).   
  
2.4 South African Football Association (SAFA)  
 
SAFA is the national football governing body that was established in 1892, and in 1910 
became the first African nation to be affiliated with the international mother-body - 
Federation Internationale Football Association (FIFA). SAFA cancelled their FIFA 
affiliation in 1924, but later regained its membership in 1952 (Alegi, 2010).   
  
Following the end of Apartheid, SAFA was registered on the 23rd of March 1991, due to its 
acknowledged efforts in ridding past racial division in its structures. Entities involved in 
this process were the Football Association of South Africa (FASA), the South African 
Football Association (SASA), the South African Football Federation (SASF) and the South 
African National Football Association (SANFA) (SAFA, 2019).  
 
On the continental stage, SAFA is affiliated with the Confederation of African Football  
(CAF), which is the largest of the six continental confederations of FIFA. It is the 




in 1957 (Fraser, 2009).  Nationally, SAFA is the governing body in control of all the policies 
and procedures of national teams, consisting of both male and female players at third tier 
and league levels, which are mostly amateur. The top two leagues in South Africa, namely 
the Premier Football League (PSL) and the National First Division (NFD) are professional 
and semiprofessional leagues respectively and are run by the PSL management. Different 
organisations within South Africa play a role in the housekeeping of administration and 
service delivery when it comes to different leagues (Alegi, 2010). However, when it comes 
to women’s football, there is still much to be developed.  
  
2.5 Women’s Football in South Africa  
 
The exclusion of women in football dates back to the 1900s, when the British introduced 
the sport to South Africa. Women’s participation and involvement in football only 
increased in the 1990s post-Apartheid era, where the first national women's team was 
formed (Pelak, 2010).   
 
In the 1960s and early 1970s, South African middle-class white women were among the 
first to join football clubs (Friedman, 1999). Couzens (1983) reported that in the early 
1970s, the South African Women’s Football Association (SAWFA) was formed. This 
organisation was exclusively formed for white and coloured females during the apartheid 
era (Hargreaves & Jones, 2001).  
 
During the evolving years of football, SAWFA was the national governing structure for 
female football, and although dominated by white women, that bridged some racial and 
gender gaps (SA History, 2014). However, there were some racially and spatially 
organisations in Cape Town that enrolled teams to the interprovincial competition during 
this time with Orlando Pirates Women's Football Club and Mother City Girls being the first 
women's football clubs formed (Alegi & Timbs, 2019).  
 
It was years after all this drastic, but positive change that the South African Women’s 
Football Administration (SAWSA) was formed in 1991, by a group of African women and 




The Sanlam National Women's Football League was initiated in the late 1990s with the 
aim of increasing the number of women in administration. The second season of this 
league was only played again in 2002. The Sasol Women’s League, South Africa’s 
Premier Women’s Football League was formed in 2009 when SASOL and SAFA went 
into partnership in support of women’s football (SAFA, 2019a). The then sport and 
recreation minister, Mr Fikile Mbalula, clouted for the start of a women's football league 
due to the poor performance of the national women's football team at the 2012 Olympic 
Games (Sims, 2012).   
 
In 1997, it was reported that an estimated 65 000 women actively participated in football, 
both competitively and recreationally with SAFA stating that this number was too low and 
strongly criticized the survey method that was used to come to that result (Pelak, 2010). 
Regardless of the interest shown by women to participate in football, “research and 
documentation on African sport as a whole has failed to acknowledge the role of women 
in football” (Desai & Valed, 2010:156).  
 
This backlog progress of women’s football was highlighted further when the Pickard 
Commission found that the South African Football Association (SAFA) was a male 
dominated organisation. SAFA was seen to be extremely lacking and negligent in paying 
attention to the problems that women’s teams were experiencing (Pelak, 2010). This 
backlog is evident in South African’s mainstream sports, such as cricket, rugby, and 
football where no professional domestic leagues for women are available (Sikes, 2017).  
 
Only recently, in 2019, has the SASOL Women’s League been rekindled with the league 
comprising over a hundred teams from the nine provinces, and large numbers of players 
competing on a regular basis (SAFA, 2019a). The establishment of the SASOL league 
allowed the Banyana Banyana technical team to scout and select the best players for the 
country’s various national teams, and provides recognition to the ever-growing spectacle 
of women’s football. The SASOL League continues to afford many female footballers an 
opportunity to participate in regular competitive football throughout the year (SAFA, 




Educational Institutions’ spheres for women via the South Africa Student Sports Union 
(SASSU) football, now known as University Sport South Africa (USSA) (USSA, 2019).  
  
2.6 University Sport South Africa (USSA)  
 
University Sport South Africa (USSA), previously known as the South African Student 
Sports Union (SASSU) football is an affiliated member of South African Sports 
Confederation and Olympic Committee (SASCOC) and SAFA. The launch of the South 
African Student Sports Union (SASSU) introduced a new era in student sport at tertiary 
level (USSA, 2019).  The formation of SASSU signified a unified front from previously 
segregated groupings within our society, that is, students from historically African and 
historically white institutions. SASSU was created to promote sporting values and 
encourage sportsmanship, with and in alignment with the academic character of tertiary 
education institutions (USSA, 2019).   
 
Representatives of the South African Universities Sports Council (SAUSC) and students 
of the South African Tertiary Institutions Sports Council (SATISCO) met at the University 
of the Witwatersrand in Johannesburg to investigate the possibility of achieving unity in 
university sport. Universities, colleges and Technikons were involved in SATISCO, as it 
was seen as irrational, by SAUSC, to come to an agreement without involving the sport 
councils of the South African Technikons and colleges (USSA, 2019a). Consensus on 
matters of mutual interest was reached, the matters were tabled and solutions were found 
to solve different viewpoints (USSA, 2019a).   
 
The consensus reached provided way to the first founding conference on unity in tertiary 
sport that was hosted by the University of Cape Town in April 1991, by the interim 
commission of SAUSC and SATISCO.  Dr Sam Ramsamy chaired this conference, and it 
was outlined that a unified tertiary sport structure was necessary. This structure would 






It was envisaged that this body would act as a consultative and representative body for 
South African student sport; it would liaise with national and international bodies. The 
body would also be responsible for the organisation of national tertiary tournaments and 
the selection of teams for participation in the activities of the International University 
Sports Federation (FISU). In addition, this body would have the responsibility to address 
the needs and imbalances of students in tertiary sport through national and international 
development projects and activities (USSA, 2019b).   
 
During 2003, the Minister of Sport and Recreation South Africa (SRSA) appointed a task 
team steering committee, entrusted with the responsibility to establish a Section 21 
company to focus on high performance sport in South Africa, and to ensure harmonization 
of the activities of SRSA (who would take on the responsibility for mass participation) with 
the new body, that is, SASCOC (SRSA, 2003).  On 2 November 2004, this task team 
recommended that USSASA, SASSU and DISSA should continue with their activities.  
This was with the exception of the presentation and preparation of ‘Team South Africa’, 
which would participate in multi-sport international events and which would become the 
responsibility of SASCOC.  The task team further recommended that the future positions 
of these organisations should be resolved through negotiations with SASCOC (USSA, 
2019a).  
 
In April 2008, after four years of intense negotiations, SASSU and (SASCOC) reached 
consensus on the way forward for university sport in South Africa. With university sports’ 
unique profile and needs, SASCOC agreed that university sport would continue to exist 
independently in its current format. That was when the name changed from SASSU to 
University Sport South Africa (USSA) occurred.  USSA would proceed as the official 
national coordinating sports structure for the regulation and organisation of all university 
sport activities in South Africa, while SASCOC would take responsibility for the 
preparation and delivery of teams to all high performance multi-coded international 
events, that is, FISU Universiade, FASU and CUCSA Games (USSA, 2019a). 
    
USSA in association with National Federations would however still remain responsible for 




University Championship events.  The selection of national university sports teams was 
to be in accordance with FISU Regulations as well as the USSA and SASCOC selection 
policies (USSA, 2019a). USSA and SASCOC further agreed to the establishment of a 
SASCOC Student Sports Commission that served as a link between the Executive Board 
of SASCOC and the NEC of USSA. This Commission’s function would be to make 
recommendations to SASCOC, national federations and government departments 
regarding student sport matters at tertiary education institutions in South Africa (USSA, 
2019a). The importance of this function was that USSA or HEIs were in a position to act 
as an ‘academy’ or better yet, a ‘feeder’ system to national teams with talent identification 
management originating and concluding during the university levels, bringing the student-
athlete to the forefront (Burnett, 2010).  
  
2.7 The student-athlete   
 
It is important to understand who a student-athlete is and what challenges and demands 
they face in HEIs, seeing that they are representing the university on both the sporting 
field and within the classroom (Navarro, Williams, Pittelkow, Schulenbrg, Morris & Salm, 
2020). A student-athlete is regarded first and foremost as a registered university student 
who enrols for a certain academic qualification and simultaneously officially represents 
the university in a competitive sport (Barker, 2020).  
 
Student-athletes have two responsibilities, one of being a student and the other of being 
an athlete. The responsibility of being a student comes with accomplishing the academic 
requirements such as attending classes, studying, and passing exams. The responsibility 
of being an athlete requires an athlete to fulfil sporting demands which include attending 
scheduled practices, competing, and performing well in major varsity sporting events 
(Gomez, Bradley & Conway, 2018)  
 
Student-athletes are contracted with HEIs through scholarships and/or sport bursaries, 
and they are required to pass their respective courses in order to remain students at that 
institution. However, it is to be noted that scholarships and/or sport bursaries are not 




There is a credence that student-athletes derive from diverse backgrounds with different 
needs, background, history, academic preparedness, expectations, life goals, physical 
and psychological skills. However, it is still vital to support student-athletes through the 
provision of a variety of services and interventions, both individually and environmentally 
(Hodes, James, Martin & Milliner, 2014; Rentz & Howard-Hamilton, 2011). Hodes et al. 
(2015) posits that significant investments at various colleges are seen to have adopted a 
more integrated approach that supports and assists student-athletes via academic and 
training centres with a professional set up. It was recommended that for student-athletes 
to improve their academic performance, there is a greater need for the effective use of 
athletic or sport support services (Banbel & Chen, 2014:53). Cooper (2016) further 
highlighted that a holistic management approach to student-athlete support services was 
key, for both athletic performance and academic success.  
  
2.8 Student-athlete support services  
 
University student-athlete programs have the role of delivering on the overall wellbeing 
success of their student-athletes, which includes educational and athletic performance 
(van Rens, Ashley & Steele, 2019). There are many studies that have reported on the 
academic support services offered at tertiary education institutions that include tutoring, 
career and life skills development, career planning and placement, academic advising 
and monitoring eligibility of male student-athletes (Ghenghesh, 2018; Thomas, Hill, O’ 
Mahony & Yorke, 2017; Yale, 2019). Moreover, there are many studies that have focused 
on the challenges that come with being a student-athlete (Adams, 2018; Bimper, 2014; 
Hodes, James, Martin & Milliner, 2015; Kamusoko & Pemberton, 2013) and if not 
managed effectively through support services, student-athletes risk underperforming in 
the classroom and on the field. This all due to academic stress and pressures to keep 
scholarships and/or bursaries (Gomez, Bradley & Conway, 2018).  
 
Studies have further outlined support services needed on and off the field by student-
athletes to make them more well-rounded individuals. These include programmes 
encompassing basic skills, leadership training to become successful as a student-athlete, 




style practices (nutrition), goal setting, decision-making, team building and community 
support.  The most prominent of these support services given to students are those of the 
allocation and managing of scholarships, physiotherapy, nutrition, strength and 
conditioning, counselling, and career guidance (Hodes et al., 2015; Gaston-Gayles & 
Baker, 2015; Burns, Jasinski, Dunn & Fletcher, 2013).    
 
 2.8.1  Administration and management of scholarships  
 
A scholarship can be defined as an award of financial aid that does not require repayment, 
whereby a student can further their education and be awarded based on various criteria, 
reflecting values and purposes of the donor of the award. A college, university or high 
school allocates and manages scholarships awarded to individuals based predominantly 
on their ability to play a particular sport, is called a sport scholarship. Sport scholarships 
are common in the USA, but in many countries, they are rare or non-existent especially 
for female athletes (Hextrum, 2017; Peterson, 2012).  
 
Lofaso (2017) outlined that some universities invest huge amounts of money each year 
to support the university’s top student-athletes, and in turn to act as a catalyst for the 
benefits and values that inter varsity sports would bring to the institution. Burnett (2010) 
stated that all South African universities have a variety of academic bursaries and loans 
available for students. Students coming from disadvantaged backgrounds have access to 
the National Student Financial Aid Scheme (NSFAS), a loan and bursary scheme. This 
bursary is allocated to students whose family gross income is less than R180 000 per 
year. Sport bursaries and scholarships are in most cases awarded to students based on 
sport and academic merit, and the students need to pass a certain percentage of their 
courses for the funding to continue (Burnett, 2010).   
 
Most South African HEIs focus on recruiting top sport student-athletes as first year 
students for their priority sports, usually male football, rugby, and cricket. They enter into 
a contractual agreement where bursary holders are evaluated annually, based on their 
performances and general conduct in order to determine whether the bursaries will be 




leagues, tournaments, and championships for the university, while some are also 
engaged in the delivery of community sport programmes (Burnett, 2010).  
 
Other institutions award similar bursaries for all sporting codes, but some universities will 
have differences in bursary allocation for different sports. In most cases, smaller sport 
codes have to depend on fundraising, as up to 80 percent of the bursaries are allocated 
to the priority sports. At smaller tertiary institutions, student-athletes are not awarded 
sporting scholarships, but will be subsidised for competing in USSA tournaments. In such 
cases, travelling, accommodation and meals costs would be subsidised, while other 
student-athletes would be assisted by up to a third of the cost to attend the tournament 
(Burnett, 2010).   
 
 2.8.2  Physiotherapy  
 
Sport physiotherapy is a field, which deals and specialises in injuries and issues related 
to sports people, with the majority, if not all, differing from normal everyday injuries. Due 
to the pressures of sports, athletes require high-level performance and place a lot of 
demand upon their body. This in turn stresses the muscles, joints, and bones to the limit. 
In addition, physiotherapy assists athletes to restore, maintain and maximise their 
strength, flexibility, function, and well-being. Regular screenings and training aimed at 
identifying potential athletes’ weaknesses, that might impair performance, is conducted 
as an important aspect of biomechanics (Deal & Shields, 2015).  
 
Granquist, Gill and Appaneal (2010) explain sports physiotherapy as a service that helps 
athletes to recover from sporting injuries, and to also educate and provide resources to 
prevent potential problems. Sports physiotherapists are professionals with a scope of 
practice services that include assessment, emergency management and rehabilitation of 
injuries through massage and rehabilitative therapy, conditioning exercises, and 
education. Elite athletes should always have access to a physiotherapist be it during 
training, during competition and post-competition for maintaining their fitness or assisting 





In addition, physiotherapist treatment will ensure that athletes are being treated 
specifically towards the type of sport they play. Sport codes tailor their treatment, and 
rehabilitation methods and sessions differ based on the demands of the sport and on the 
athlete (Deal & Shields, 2015). These treatments can include but are not limited to 
exercise functional rehabilitation, mobilisations and limited control. In order to prevent 
injury and ensure peak physical form in competitions, it is essential for athletes to have 
regular visits to a physiotherapist. Just like a well-used machine, an athlete requires 
maintenance and care in order to run at their optimal (Driediger, Hall & Callow, 2006).  
 
In addition to physical injuries, injuries can have a toll on the athlete’s psychological 
wellbeing (Granquist et al., 2010). Negative feelings such as anger, confusion and 
helplessness leading to conditions such as anxiety and depression can be regarded as 
psychological impacts of injuries. As a result, athletes fall short of acknowledging the 
importance of injury rehabilitation and injury prevention, as an opportunity to learn about 
one’s self strength, confidence, and commitment (Tracey, 2003). For this reason, the 
support service of a counsellor or psychologist becomes paramount.  
 
2.8.3  Counselling and sport psychology  
 
Counselling involves mental health, psychological or human development, through 
mental, emotional, and behavioural interventions that address wellness and personal 
growth (Ryba, Schinke & Tenenbaum, 2010).  Whereas sport psychology uses knowledge 
and skills to tackle the well-being of athletes, developmental and social aspects related to 
sport participation and optimal performance (Rice, Purcell, De Silva, 2016:46). A sport 
psychologist is not a counsellor or therapist but they work in conjunction with each other 
and will refer the athlete if needed. The sport psychologist is strictly for performance 
enhancement (Rice et al., 2016:46).   
 
Student-athletes invest ample time in both their studies and in their sport. In addition, 
student-athletes are faced with high levels of stress due to performance expectations both 




social agents such as coaches, academics, and teammates (Tenenbaum & Eklund, 
2020).  
 
Most coaches have a good understanding of the pressures that students with no funding 
or financial support experience, especially due to other financial challenges they may be 
faced with. Similarly, coaches are aware and understand the academic pressures of 
student-athletes, and therefore expect that their athletes to keep them informed of any 
tests, assignments, or other academic commitments (McGee, 2017).   
 
Student-athletes generally experience six specific challenges and striking a balance 
between sport and academic responsibilities is the first. A second challenge is balancing 
one’s social activities with their sporting commitments (Mamerow & Navarro, 2014). 
Student-athletes also face the challenge of emotional intelligence around balancing 
sporting successes and/or failures. Another challenge is the acceptance of recovery time 
and maintenance of physical health during the season. From a social perspective, the up 
keeping of relationships with social agents such as coaches, teammates, parents, and 
friends as well as the risk of aversive socialisation is further challenges experienced by 
student-athletes (Mamerow & Navarro, 2014).  
 
With little research done on the effectiveness of counselling and sport physiotherapists on 
student-athletes at the university, it is imperative to understand the need for sport 
psychology to provide support for student-athletes. A lot of responsibility and many 
expectations are placed on junior student-athletes upon arrival in both the classroom and 
on the field of play. For this reason, it is fundamental that support is made available to 
these student-athletes, so that they may be successful all round (Halterman, Steindeldt, 
Ruser, Cawthra & Neidigh, 2020).   
 
 2.8.4  Strength and conditioning  
 
Strength and conditioning is the study of human performance providing the opportunity to 
maximise an athlete’s physical qualities for their sport (Turner & Comfort, 2017). Strength 




and for the prevention of injuries through the adoption of proper training mechanisms 
which is achieved through individual screening, personalised coaching, and positional 
programmes (Read, Bishop, Brazier & Turner, 2016).  
 
Strength and conditioning encompass the development and required need of the athlete 
to improve and achieve physical performance. Components such as strength training, 
speed, and agility as well as core stability are included (Leite, Coelho & Sampaio, 2011).   
Sport coaches extensively consult with strength and conditioning coaches as they rely on 
the specific programs designed by these specialists to meet the needs of teams, student-
athletes and specific sports through developed programs that add to one’s endurance, 
agility, speed, and strength for high quality performance (Peterson, 2014).  
 
Suchomel, Nimphius and Stone (2016) emphasised that these specific needs identified 
by the coach and the respective football staff need to be gauged to ensure that the 
strength and conditioning program is effective and delivers on the primarily function of the 
student-athlete, that is to be at their optimal to compete and perform. However, another 
factor that is just as important to keep the student-athlete in great form is that of nutrition.  
 
 2.8.5  Nutrition  
 
Sports nutrition is an important practice when it comes to sport performance. The correct 
combination of food and liquids is vital for student-athletes’ performance (Maughan, 
2014). The right practise of nutritional science will go a long way in assisting the student-
athlete mentally, physically and in the sustainability of an individual’s sporting career 
(Cronin, Flemming, Shaw & Shaw, 2014).  Specialists in sport dietetics postulate safe and 
effective guidance, assessments and counselling for student-athletes based on health 
and performance. In addition, this service is also available for sport organisations and 
active individuals and/or groups (Maughan, 2014)  
 
This service, which is implemented pre-, during and post-exercise periods addresses a 
number of goals. The first goal is to focus on factors that can inhibit performance factors 




but are not limited to nutrition are that of dehydration, glycogen depletion, hypoglycaemia 
balance and electrolyte imbalances (Hinton, Sanford, Davison, Yakusho & Beck, 2004).  
The second goal is to provide nutritional support around competition periods as nutritional 
needs pre, during and post exercises vary based on factors such as the event type, the 
aftereffects from previous exercises, one’s appetite, preferences, and the environment 
(Cronin et al., 2014).   
 
The last goal is to provide the correct information and education to student-athletes 
around their nutritional needs based on the risk of sub-optimal eating and incorrect dietary 
practices. Competitive athletes have increased nutritional needs as a result of their 
highintensity training and sporting performance (Holtzman & Ackerman, 2019). This risk 
is elevated due to the many influences that are introduced to the student-athlete via 
different social agents such as coaches, family, trainers etc. Obtaining and receiving 
accurate and informed information from a source such as a nutritionist can act as a 
support structure for student-athletes (Kober, 2015).  
 
 2.8.6  Career guidance  
 
Career guidance is direction provided to people to help them acquire the necessary 
knowledge, information, and skills to assist them in narrowing them down to a single 
career decision. It is further elaborated as a detailed program created to help individuals 
in making informed educational choices. In a nutshell, career guidance is simply the 
process individuals go through in order to make informed career decisions whilst doing 
well academically (Claxton, 2013).  
 
In order for student-athletes to be successful, they are required to succeed academically 
and in their respective sport. A unique set of challenges face student-athletes due to their 
dual role of being both a student and a player (McGee, 2017). Student-athletes need to 
complete their academic modules in each given academic period so that they can 
continue with their academic process and remain eligible to be a student at that respective 
university. They are faced with the challenging task of striking a balance of a winning 




academic institution. Meeting the academic requirements helps them to obtain a 
qualification, thus ensuring a post-sporting career post-sporting (Supriyanto, Widiaty, 
Abdullah & Yustiana, 2019).   
 
Academic performance has always been a popular topic of discussion at national sports 
conferences with sport officials since 1906, as it was compulsory that every National 
Collegiate Athletics Association (NCAA, 2014) Division 1 program, nationally, provided 
academic support services to student-athletes at the universities in the form of tutoring 
and career guidance (Williams, Czech & Biber, 2017).  
 
In this regard, academic advisors within athletic departments have a role to put up 
measures to evaluate the academic performance of student-athletes. Brown (2007) added 
that academic advisors assisted student-athletes in finding balance, which allowed them 
to reach their full potential on the sport field without hindering the academic course being 
pursued (Crowley, 2006).  These academic advisors’ services are important for the 
success of the student-athletes. These programs should not replace the academic 
counselling already provided by the institutions, if any.   
 
According to Kennedy (2007), programs are designed to incorporate different aspects 
including social, physical, and mental health to serve a holistic student-athlete. These 
types of support services, which have a life skill development component, are known to 
benefit the student-athletes with balancing the pressures and demands in both academic 
and sporting spheres (Hakker, 2019).  
 
Watson (2006) stated that most sporting departments view themselves as a separate 
entity to the rest of the university. This difference in thinking potentially creates an 
assumption to the rest of the university that the sport program deals predominantly with 
only athletes’ needs and concerns, which includes their performance in the classroom. 
This assumption causes most universities not to have a sense of shared responsibility 
towards student-athletes and thus hindering their potential educational and personal 





As with any business providing a service, there is a shared responsibility to deliver this 
applies to the quality of a service, of which needs to be managed (Tudor, 2014:20). The 
academic and sporting success of a student-athlete at any HEI is a responsibility that 
requires a collaborative structure composed of sport departments, academic staff, 
operations and faculties (Purwati et al., 2021) delivering on quality support services to 
ensure its customers’ needs are met.  Hence, two concepts that are vital for student 
support services are 1) a functioning ‘system’ that is effective and efficient that will deliver 
on 2) a quality service.  
 
2.9 Conceptual frameworks  
 
It is important to mention and report that there is a close link between marketing, customer 
service and service quality (Rice, 2013). Badwan, Al-Shobaki, Abu-Naser and Abuoften 
Amuna (2017) have outlined that these three concepts most times are interchangeably 
used and closely related. Abu-Amuna, Al-Shobaki and Abu-Naser (2017) further reported 
that there was a close link between customer satisfaction and quality. On the other hand, 
scholars have highlighted the two concepts of quality and satisfaction as not being the 
same but rather, quality is seen as a more general management approach (Badwan et 
al., 2017; Rice, 2013; Shehabat & Bernish, 2021).  For this study, the focus will be on 
service quality from a general management perspective, whereby a system needs to be 
in place and effectively deliver on a quality service (Kant & Jaiswal, 2017).  
 
As a foundation to this study, the two theoretical frameworks that were selected to base 
this study are that of von Bertalanffy’s (1968) Systems Theory and Parasuraman, 
Zeithaml and Berry’s (1985) Service Quality Management (SQM) Theory.   
  
 2.9.1  Systems Theory   
 
Today, the System Theory is one of the most well-known theories utilised in management  
(Teece, 2018). The term ‘system’ covers a broad spectrum of concepts and it implies 
arranging, planning, choosing methods, ordering and arrangement. It is for this specific 




systems understanding management is that of providing a better picture of all interrelated 
parts and subsystems which go together to form an intricate whole (Chikere & Nwoka, 
2015).   
 
An organisation is regarded as a system that consists of a set of distinctive parts that 
interact with each other to form a whole. Employees, assets, products, resources, and 
information are parts that make up the organisation forming a complex system.  In 
addition, a system can either be open or closed, but most view organisations as open 
systems as it interacts with its environment through three essential elements, namely, 
inputs, throughputs, and outputs (Chikere & Nwoka, 2015).   
 
The element of inputs constitutes resources in the form of natural, physical and human 
resources that an organisation receives (i.e., equipment, facilities etc.). These resources 
or inputs are then processed or transformed and are regarded as throughputs that then 
generate products and/or services otherwise known as outputs that are released to the 
environment (Teece, 2018). The last component within the ST model is that of the 
feedback loop, which an important feature of the open system is as it provides information 
back to the organisation through feedback, which connects the outputs to the inputs.  
 
Negative feedback would indicate a challenge or problem that has occurred and should 
be corrected. For example, poor results on the field by student-athletes indicate the need 
to review the inputs and/or outputs of the system (Burden, 2018). On the other hand, a 
feedback loop that is positive can assist in identifying what has worked well. Similarly, if 
the student-athletes perform well on the field, it highlights that the support services have 
assisted in delivering a student-athlete at their optimal performance level. Thus, the 
feedback loop is a way of confirming or signalling both the success and the corrections 

















Figure 2.1: System Theory model 
 
2.9.1.1 Systems Theory and effectiveness  
 
On a daily basis in conversation, the term system is used. Various connotations and 
interpretations are given to describe an ecological system, a payment system, a 
mechanical system etc. Each of these systems are made up of elements or components 
that interact (Gibson, 1997).   
 
According to system theorists, there are three ways that systems are categorized:   
 
a. Conceptual systems – This is the belief that organisations, the internal and external 
world and its parts link and interact with each other. Common and uncommon challenges 
and/or strengths are identified by looking at the process of the organisation, its structure, 
its groups and individuals as a whole with the outcome of explaining the conduct and 
effectiveness of people (Gibson, 1997; Stoner, 2008).   
 
Universities are known to have specific departments that are more flexible towards the 
student-athlete like sporting departments (Henriksen, Storm, Kuettel, Linnér &  
Stambulova, 2020). In these departments, there is a notion of assisting student-athletes 
as much as possible, seeing that sport is seen as their vocation, compared to the scientific 
 




departments where playing sport is seen as trivial, second to academics. Such 
departments can therefore be less flexible to student-athletes and their sporting 
participation and schedules. These common and uncommon themes outline the effective 
and less effective areas within the organisation when it comes to student-athletes’ support 
services (Henriksen et al., 2020; White, 2010:33).  
 
b. Concrete systems – The ST allows one to describe an organisations’ internal and 
external behaviour. Internal to the organisation are the human resources and how they 
perform their individual and group tasks. External to the organisation is how the 
organisation conducts itself with other organisations and institutions. Resources are 
acquired from the external environment, and the organisation in turn delivers on the output 
to the same external environment in the form of services or products (Stoner, 2008).  
 
Certain HEIs can be seen as being more effective and strategic in their relationships with 
their external stakeholders. Positive interactions with the external environment can result 
in better opportunities and resources for HEI such as funding, recruitment feeder systems 
and post-career platforms for student-athletes. Internally, the structures that are in place 
(input) to assist the student-athlete (throughput) enable success both on and off the field 
(output) (Gaston-Gayles & Baker, 2015:47).  
 
c. Abstract systems – Otherwise known as the philosophy of an organisation. With the 
organisation forming one part of a number of parts that interact interdependently, the input 
component is the starting point in an organisation. An organisation may be viewed as part 
of a larger system such as an industry, within an even larger system such as a society 
that operates within the largest system of all - the global economy. The ST can further 
describe the conduct of individuals and groups within an organisation, with input or cause 
being handled by the individual, cognitively or psychologically, to produce a particular 
output or outcome (Stoner, 2008).    
 
When a HEI is pro the student-athlete on all levels and environments (academic and 
sporting), the notion of being a caring and holistic HEI is felt and seen internally by 




clubs, as well as the community. The university will have the culture of identifying, 
nurturing and developing budding student-athletes into active and holistic citizens on and 
off the field (Tudor, 2014:20).   
 
 2.9.1.2  Systems Theory and feedback    
 
Due to the organisation being regarded as an open system, the feedback is vital in the 
sustainability, performance and effectiveness of the organisation. Feedback plays a 
twofold function in that the organisation depends on the environment to gather its inputs 
but similarly, it depends on the environment to accept its outputs. Based on this feedback, 
the organisation must adjust to the environment’s demands (Gibson, 1997).   
 
HEIs have a variety of ways that they obtain the feedback loop of the system. Through 
staff personnel sitting on different industry boards, annual advisory boards and workshop 
refreshers, the institutions are always in the loop of the latest sporting trends and demands 
of industry (Komatsu-Cipriani, Deserti, Kleverbeck, Rizzo & Terstriep, 2020).  
 
 2.9.1.3  Organisation as a system        
 
There have been many approaches to organisation viewed as systems. The first 
approach, known as the classical approach, emphasised the task orientated requirements 
and needs of the organisation (Mullin, 2015). The second is the people orientated 
approach, which emphasised the human relations requirements and needs of the 
organisation.  However, the System Theory approach attempts to merge the two 
approaches, highlighting that any part of an organisational activity affects all other parts 
(Chikere & Nwoka, 2015).    
 
In the context of student-athletes’ support services, structures and communication need 
to be structured on the needs of the student-athlete, and this can only happen with 






 2.9.1.4  The qualities of an ideal system  
 
According to Shannon (2018:54), the elements that are regarded as indicators of a quality 
system are:     
a) Components: A system is made up of different parts and these parts are regarded as 
components,   
b) Connection: Components of a system are related or connected,       
c) Structure: Fixed and organised configuration,   
d) Interaction: Interdependence of components. Their presence or absence from the 
system will affect each other,   
e) Process: Interactions that lead to changes,   
f) Holism and emergent properties: A system that possesses collaborative processes 
and structures,   
g) Identity: The various aspects that outline the uniqueness or distinctiveness of a 
system,   
h) Environment: The environment of the system is that which a system has limited 
influence over and is not part of the system, and    
i) Conceptualization: This is when a system echoes a notion of values and aims of either 
an individual or a group.  
An organisation with all these qualities would be able to deliver on student-athlete support 
service quality management.  
 
 2.9.2  Service Quality Management (SQM)  
 
The difference between the customer’s expectation of product or service performance and 
the evaluation of that product or service is known as service quality. This has become an 
emerging and significant topic, and concern at all levels, especially the strategic levels.  
Service quality can be defined as the focus and achievement of both needs and 
requirements of customers coupled with their expectations (Agabu & Pillay, 2017). In 
addition, it is also defined as a consumer’s judgement or attitude that relates to 




performance (Martins, Branco, Gonçalves, Au-Yong-Oliveira, Oliveira, Naranjo-Zolotov & 
Cruz-Jesus, 2019).  
The following is a model used for this study concerning support services for student-
athletes in HEIs, which are all found relevant to the service delivery of student-athlete 
support services.   
 




                                                                                    (Adapted from Zeithaml & Bitner, 1996)  
 
The element of tangibility for HEIs. Student-athletes refer to tangibles specifically when it 
comes to outlining service quality such as the gymnasium, stadiums, the physical layout 
etc., as these are the factors that have a significant impact on the student-athlete’s 
performances.   
 
Reliability builds trust amongst parties. When the football club promises to give a student-
athlete a scholarship, they should do so depending on whether the student-athlete meets 
the requirements of the offer. Paying late or not paying at all will make the office appear 
unreliable.   
 
Student-athletes outline responsiveness as an additional important dimension of service 
quality as this dimension outlines the ability to reach solutions effectively and efficiently. 
Responsiveness is important in a case whereby a student-athlete is injured and needs 
Dimension Definition 
Tangibles  Corporal facilities, equipment, materials, and personnel  
Reliability  The ability to execute a guaranteed service unvaryingly and accurately.  
Responsiveness  The readiness to assist and provide apt service.  
Assurance  The knowledge and consideration of employees and how they enthuse  
confidence and reliance.    





physiological attention to help them recover quickly, and to avoid challenges she may face 
due to the injury.  
 
Assurance is regarded as an equally important dimension as it transacts through student-
athlete academic and athletic experience with lesser challenges. Courtesy is important 
for the office of football and academic departments. A student-athlete orientated, or 
customer-orientated approach goes a long way to show respect when engaging with 
student-athletes.  
 
Empathy is an element that enables student-athletes to engage with their HEIs more 
easily. Every student-athlete is unique with different individualized needs, even though 
they play in the same team or study at the same level as her team-mates. Giving them 
individualised attention would be a sign of care for their well-being. Communication is 
further regarded as vital for all the parties involved to understand expectations and 
concerns. Through proper communication channels, student-athletes should continuously 
be informed of available resources and how they will be beneficial to them (Jham, 2018). 
 
All the above-mentioned dimensions are important to the customer, but some better than 
others depending on the target market (Martins et al., 2019). In addition, it was highlighted 
that for this reason, HEIs need to be informed on the needs and challenges of both student 
and player as they cannot focus on only one dimension. Furthermore, the research by 
Burns et al. (2013:165) indicated that a quality student-athlete support service program 
provided by the academic and sport departments of a HEI can be beneficial to both 
student-athlete and HEI. The student-athlete would be able to progress as both a student 
and an athlete representing its HEI well, and in turn the HEI would gain a positive image 
due to the performance of the student-athlete. 
  
2.10 Summary   
 
Football is a globally known and loved sport, with women’s football dating back to the 
1790s when rules were introduced to change the perception of the sport from being a 




women’s football structured and institutionalised at both amateur and professional levels 
have been made, mostly in the Northern hemisphere.  
 
In contrast, South Africa is one of the countries with no professional league for women to 
date, even though SASOL and SAFA partnered and created a women’s premier league 
in 2009 and again in 2014 with the rekindling of the Women’s SASOL League. The main 
growth and development of the women’s football game currently lies within the HEIs with 
the support of governing structures such as SASSU football, now known as USSA.  
HEIs need to adopt a dual responsibility in managing both student and player, seeing that 
they have become the feeder system for national teams, Banyana Banyana included. With 
pressures mounting both on and off the field for the student-athletes, HEIs also need to 
provide support services such as scholarships, physiotherapy, counselling/sport 
psychology, strength and conditioning, nutrition and career guidance for these student-
athletes. The effective collaboration of academic staff and sport staff with their respective 
structures will assist the student-athletes to perform both on and off the field.  
 
The two theoretical frameworks chosen for this study, the Systems Theory and SQM, 
display how both the student-athletes and the HEIs would benefit if there is collaboration 
and if structures are put in place to deliver on service quality and effective management 





CHAPTER THREE  
METHODOLOGY  
 3.  Introduction  
 
In this chapter, the research paradigm, design, and methodology adopted for this study is 
outlined. Although both quantitative and qualitative research pursues different objectives 
and outcomes, the two approaches were utilised simultaneously as a mixed method 
approach with a convergent parallel design (Andrew, Pedersen, McEvoy, 2020).   
 
A convergent parallel mixed-method research design through the integration of a self-
administered questionnaire and semi-structured interviews were utilised to collect 
information and perceptions of student-athlete support services at Higher Education 
Institutions (HEIs) from both a student-athlete and managerial angle. In addition, the 
sampling method approach used with sampling units is discussed and further elaborated 
on in this chapter.   
 
Following the sample approach, the chapter further elaborates and outlines the data 
processing and the statistical analysis for this study and concludes with the research 
instruments’ validity and reliability and ethical considerations that were adopted for this 
study. All of the above research phases; quantitative, qualitative and integration will be 
outlined separately.  
 
3.1 Quantitative research phase  
 3.1.1  Paradigm of the quantitative research design  
Philosophical approaches to research exist and these are guided by ontology and 
epistemology. Ontology outlines questions concerning the existence of entities or said to 
exist, whereas epistemology assumes that a construct already exists based on prior 
knowledge (Andrew, Pederson & McEvoy, 2020). Creswell and Plano Clark (2019) 




philosophical assumptions. The paradigm adopted for the quantitative phase of this 
research was that of a positivist. This paradigm highlights the need for a researcher to 
identify and assess causes that influence an outcome (Park, Konge & Artino, 2020).  
In a positivist research project, an individual start with a theory in mind and collects data 
that seeks to develop relevant explanations to a situation of interest or describe causal 
relationships of concern (Andrew, Pederson & McEvoy, 2020). This paradigm was 
identified as appropriate to this study supporting the assumptions explaining that the 
same Gauteng HEIs women football teams with the efficient and effective support 
services, are constantly performing better than other HEIs without these services.   
 
 3.1.2  Quantitative research design  
For the quantitative phase of this study, a cross-sectional research design was utilised, 
which in social science research, is a type of observational study that involves the analysis 
of data collection from a population, or a subset, at one specific point in time, that is, 
cross-sectional data (Andrew, Pedersen, McEvoy, 2020).   
The data from a pool of participants with varied characteristics and demographics known 
as variables is gathered via this type of research design. Ethnicity, age and knowledge 
level, types of support services etc. are all examples of variables. Variables or 
demographics are based on the type of research being conducted, and on what the study 
aims to confirm or validate. For this study, it was for the purposes of observing and 
analysing the subset of student-athletes within the sporting code of female football in 
Gauteng HEIs.  
The research findings within a cross-sectional research design assist to remove 
assumptions and replace these with actual data on the specific variables studied during 
the time period accounted for in the cross-sectional study (Andrew, Pedersen, McEvoy, 
2020; Coledam & Ferraiol, 2017).   
A similar research design was adopted by Ampadu-Moss (2019) when investigating 
support services in the United States for African American student-athletes as well as 




sport that investigated the management of sport wellness amongst student-athletes was 
conducted. In this vein, this study also adopted the use of a cross-sectional research 
design.  
 
 3.1.3   Sampling of the quantitative research phase   
The next step in the research process is that of sampling, a process whereby the 
researcher chooses subjects for inclusion of the study and it is from these individuals that 
data for the study is collected through various methods (Andrew, Pedersen, McEvoy, 
2020). The first point of departure when selecting a sample is to define the population of 
the study. That is the group of cases or meeting criteria to which the researcher intends 
to generalise the study’s results (Rutberg & Bouikidis, 2018).  
The population for this study were female student-athletes in HEIs in Gauteng. Due to the 
vastness of the Gauteng region, the population was broken down into a smaller and more 
manageable number of subjects otherwise known as units. Hence, the sample unit for 
this study was that of women football student-athletes stemming from eight (n=8) Gauteng 
USSA Women’s Football League teams. The eight teams consisted of the following HEIs: 
Monash University, Sefako Makgatho Health Science University (MEDUNSA), Tshwane 
University of Technology (TUT) - Pretoria, University of Johannesburg (UJ), North-West 
University – Vaal (NWU), University of Pretoria (UP), University of Witwatersrand (WITS) 
and Vaal University of Technology – Ekurhuleni (VUT). Each first team squad was 
composed of twenty (n=20) players, making a total sample size of one hundred and sixty 
(n=160) student-athletes.   
 
The second step of sampling is to determine the sampling method for the study. Sampling 
methods can be divided into two groups namely probability and non-probability methods 
(Bhat, 2018). In probability sampling, each unit or participant has an equal probability of 
being chosen to participate in the study. Examples of probability sampling methods 
include random sampling, stratified random sampling, cluster sampling and systematic 




 Non-probability sampling on the other hand, does not involve random selection and 
therefore participants do not have an equal probability of being chosen and includes 
sampling methods such as convenience sampling, purposive sampling, expert sampling, 
quota sampling and snowball sampling (Andrew, Pedersen, McEvoy, 2020). When it 
came to the sampling approach of this study, a non-probability convenience sampling was 
utilised. Convenience sampling is defined as a method adopted by researchers whereby, 
they collect data from a conveniently available pool of participants and is regarded as 
prompt, uncomplicated and economical (Kim, Noh & Lee, 2018). The reason for adopting 
this sampling method for this study was based on the fact that the selected eight HEIs 
teams were the only participating teams within the USSA league at the time of research.  
 
 3.1.4  Quantitative data collection  
The research instrument that was adopted for this study was that of a self-administered 
questionnaire, namely the ‘student-athletes support Services survey of Montana State 
University which consisted of three sections. Section A (1.1-1.4) consisting of the 
demographical profiling of the respondent.  Variables within this section consisted of age, 
race, educational background and playing position of the student-athlete.  Section B (2.1- 
2.9.1) of the questionnaire consisted of information surrounding the sport support services 
offered at the respondent’s HEI. Variables within section B included an open-ended 
question on knowledge of student-athlete management (2.1), availability of support 
services (2.2), awareness and usage of support services (2.3), and frequency of usage 
(2.4). The usage of HEIs support services consisted of a 4-point Likert scale ranging from 
1 never, 2 = 1-2 x times per week, 3 = 3-4 x per week, and 4 = 5x or more per week. 
Furthermore, a section on support service communication (2.5) and the methods of such 
support services was explored (2.5.1). The importance of these support services (2.6), 
the perceived quality of the support services in comparison to other HEIs (2.7) and the 
wishlist of missing support services (2.8) was further delineated. The overall comparison 
of HEIs’ quality of support services consisted of a 5-point Likert scale consisting of 1 = 
worst, 2= bad, 3= good, 4= excellent and 5 =Do not know. The ‘Other’/’Do not know’ 




provided that the services outlined were not used by the participants or rather irrelevant. 
The last question posed on the questionnaire was that of if participants perceived there 
was a support service system in place at their respective HEIs (2.9) and the reasons 
associated with that (2.9.1), which consisted of an open-ended question.  
  
 3.1.5  Quantitative data analysis and reporting  
Raw data obtained from the surveys was deciphered using the Statistical Package for the 
Social Sciences (SPSS). This software programme was used to perform data entry and 
analysis whereby descriptive statistics (mean, mode, tables, frequencies, and standard 
deviation) were utilised to analyse the frequency distribution, central tendency and 
variability of the dataset (Andrew, Pederson & McEvoy, 2020).  
Inferential statistics for this study used the distribution of the dataset whereby tests of 
normality were explored through the use of Shapiro-Wilk Test (p ≥ 0.05) and Levene’s 
test for the analysis of variance (F = 1.212, p ≥0.05), to assess whether parametric tests 
or non-parametric tests could be utilised. Furthermore, intergroup analysis by HEI was 
done through the use of the one-way Analysis of Variance (ANOVA) and results confirmed 
using the non-parametric equivalent test called Kruskall-Wallis (Andrew, Pederson & 
McEvoy, 2020).  
The above descriptive and inferential statistics will be elaborated on in the chapter 4, 
respectively.   
 3.1.6  Quantitative quality evaluation  
According to Tavakol and Dennick (2011:53), reliability in research focuses on the ability 
of the research instrument to yield or produce consistent results. A commonly accepted 
rule to describe internal consistency is via the Cronbach alpha coefficient (α) which 
consists of alpha coefficients that range from 0 to 1 and may be used to describe the 
reliability of factors extracted from multi-point surveys or scales. In the social sciences, in 
this case sport studies, an alpha coefficient of α ≥ 0.9 is considered excellent, a value of 




are moderate, 0.6 > α ≥ 0.5 considered poor and 0.5 > α as unacceptable (Cronbach, 
1951).   
The scale for the ‘Student-Athletes Support Services Survey of Montana State University 
reported a Cronbach alpha coefficient of 0.695 across the six-item factor scales for 
support service frequency and comparison of support services across HEIs, making the 
measure of internal consistency moderate (Thomas, Nelson & Silverman, 2011).  
The internal consistency of the Likert scale type usage (frequency) of support services 
scale within this study measured a Cronbach alpha coefficient of 0.797 (Table 3.1) and 
the comparison of HEIs’ support services 0.892, respectively (Table 3.2). 
   
Table 3.1: Cronbach’s alpha coefficient for usage frequency of support services   
Cronbach's Alpha   Cronbach's alpha  
Based on Standardized  
Items  
N of Items    
 0.797  0.805    6  
  
Table 3.2: Cronbach’s alpha coefficient for the comparison of support  
                 services across HEIs  
Cronbach's Alpha   Cronbach's alpha  
Based on Standardized  
Items  
N of Items   
 0.892  0.894   6  
  
Prior to the fieldwork, validity for the questionnaire was based on face, content, and 
construct validity. Face validity is established when an individual (and or researcher) who 
is an expert on the research subject reviewing the questionnaire (instrument) concludes 
that it measures the characteristic or trait of interest (Vijayakshmi & Sivapragasam, 
2019:74). In this study, both the researcher, study panel and the university’s Higher 




Content validity was verified by having a small group of student-athletes of the targeted 
population, but not part of the study, complete the survey; the researcher shared the 
purpose of the survey with the participants, the clarity of the survey as well as the 
terminologies and concepts to ensure that everything was clear (Vijayakshmi & 
Sivapragasam, 2019:74; Gratton & Jones, 2010). The layout as well as the length of the 
survey was further tested for any background information deemed missing to be added 
or if there was any information to be deleted (Andrew, Pedersen & McEvoy, 2020). This 
process further enabled the researcher to test the administration procedure, that is, from 
initial distribution to the receipt of the completed survey.  
Construct validity is usually verified by comparing the test to other tests that measure 
similar qualities to see how highly correlated the two measures are (Vijayakshmi & 
Sivapragasam, 2019:74). To ensure construct validity, inter-item correlations analysis 
was conducted to address issues relating to a scale's fidelity of measurement, that is how 
well the instrument measures a particular construct (Cronbach, 1951). The inter-item 
correlation analysis for each scale examined the extent to which scores on one item are 
related to scores on all other items in a scale, in this case the usage of HEIs support 
services by student-athletes.   
According to Cronbach (1951), the ideal range of average inter-item correlation is  
0.15-0.50. An inter-item correlation less than 0.5 is regarded as not well correlated and 
hence do not measure the same construct or idea very well (Andrew, Pedersen & 
McEvoy, 2020; Vijayakshmi & Sivapragasam, 2019). The inter-item correlation matrix for 
both the construct of ‘usage of support services’ (Table 3.3) and the comparison of 
support services across HEIs (Table 3.4) are found below:  
 
Table 3.3: Inter-item correlation matrix for usage of support services  
























1.000  0.319  0.496  0.256  0.278  0.447  
Q2_6_2 2.6.2  
Counselling  
0.319  1.000  0.366  0.467  0.319  0.514  
Q2_6_3 2.6.3  
Physiotherapy  








0.278  0.319  0.369  0.403  1.000  0.451  
Q2_6_6 2.6.6  
Nutrition  
0.447  0.514  0.586  0.464  0.451  1.000  
 
Table 3.4: Inter-item correlation matrix for the comparison of support services  
  across HEIs  



















Q2_10_1 2.10.1  
Strength & 
conditioning  
1.000  0.764  0.722  0.513  0.602  0.699  
Q2_10_2 2.10.2  
Counselling  
0.764  1.000  0.646  0.724  0.576  0.325  
Q2_10_3 2.10.3  
Physiotherapy  
0.722  0.646  1.000  0.542  0.657  0.351  
Q2_10_4 2.10.4 
Career guidance  







0.602  0.576  0.657  0.543  1.000  0.374  
Q2_10_6 2.10.6  
Nutrition  
0.658  0.675  0.523  0.514  0.674  0.458  
 
3.2 Qualitative research  
 3.2.1  Paradigm of the qualitative research design  
The word paradigm or ‘philosophical assumption’ within research can be used to mean 
either approach or design. The qualitative research design as its approach requires 
explanation, detailed observations and presumes that it is difficult to define exactly what 
elements are important and crucial and should be considered to the exclusion of others 
(Kivunja & Kiyini, 2017). 
The qualitative research design also known as the socio-anthropological research 
paradigm can be interpretative and ethnographic in nature (O’Donoghue, 2018). The 
paradigm adopted for the qualitative research phase of this study, is that of the interpretive 
or interpretivist model. Research under this paradigm has as its underlying focus, the way 
in which human beings make sense of their reality and attach meaning to it (Creswell & 
Plano Clark, 2019). Furthermore, scholars with this view deem that understanding human 
experiences is as fundamental as focusing on the explanation, prediction, and control 
(Ryan, 2018). In turn, they believe that reality is complex and multi-layered and can have 
multiple interpretations and meanings. O’Donoghue (2018) highlights the interpretivism 
as a research approach that help researchers understand how people interpret and 
 interact in their social environment. Accordingly, this paradigm utilises qualitative analysis 
(Alharahsheh, & Pius, 2020).  
This paradigm was adopted for this study as the researcher wanted to understand and 
gain an explanation on how both student-athletes and HEI management within female 




 3.2.2  Qualitative research design   
The qualitative research design is increasingly prevalent in the social sciences 
(Vijayakshmi & Sivapragasam, 2019). Qualitative research designs are used with 
research aims that include, but not limited to, hypotheses, attuned understanding and 
developing theory (Levitt, Bamberg, Creswell, Frost, Josselson & Suarez-Orozco, 2018).  
The qualitative research method that the researcher opted for this study is that of the 
qualitative content analyses. The qualitative content analyses are regarded as a widely 
used bundle of qualitative research techniques used to analyse not limited to text data 
(Andrew, Pedersen & McEvoy, 2020). Text data could be in the form of verbal, print or 
electronic form, open-ended survey questions, interviews, focus groups etc. Upon making 
use of content analyses, scholars and researchers alike can analyse and quantify the 
presence, meanings and relationships of such certain words, themes, or concepts to 
provide knowledge and understanding of a certain phenomenon under study (Levitt et al., 
2018).  
 3.2.3  Qualitative sampling  
The total population for this study consisted of management personnel at eight (n=8) 
HEIs.  The eight HEIs consisted of the following: Monash University, Sefako Makgatho 
Health Science University (MEDUNSA), Tshwane University of Technology (TUT) - 
Pretoria, University of Johannesburg (UJ), North-West University – Vaal (NWU), 
University of Pretoria (UP), University of Witwatersrand (WITS) and Vaal University of 
Technology – Ekurhuleni (VUT). 
The sample unit for the semi-structured interviews were management personnel involved 
with student-athletes support services of women football at the respective HEIs within this 
study. The management personnel consisted of thirty-one (n=31) interviewees in total, of 
which 26 were in person and 5 were held telephonically. Semi-structured interviews were 
conducted with heads of football, coaching staff, and officers of support services. The 
sample of HEIs management of support services and their designations for the semi-





Table 3.5: Sample for the semi-structured interviews 
HEI management designation  Number of interviewees  
(n) 
Head coach  6  
Assistant coach  2  
Goalkeeper coach  4  
Club manager  7  
Team manager  5  
Physiotherapist  2  
Sport scientist  2  
Secretary  1  
Recruitment officer  1  
Video analyst/photographer  1  
Total  31  
 
When it came to the sampling approach for this study, a non-probability sampling was 
utilised. Non-probability sampling is a sampling method whereby a researcher selects the 
sample based on their subjective judgment rather than random selection (Bhat, 2018). 
When wanting to access a particular subset of people, due to the participants fitting a 
particular profile, purposive sampling is adopted by researchers (Andrew, Pederson & 
McEvoy, 2020).  
For this study, the researcher opted for this sampling approach as the researcher required 
management personnel at HEIs, specifically, involved with the women football team of 
that university.   
 3.2.4  Qualitative data collection  
The qualitative research instrument seeks to record and label the central themes that are 
expressed by the interviewee and to obtain the story and experiences of the participant 
(Creswell & Plano Clark, 2019). This method is very useful as a follow-up method to what 




their responses (Andrew, Pederson & McEvoy, 2020). This was true of this study, 
whereby interviews with management functioned to investigate whether there was a 
similarity in views of awareness and need between student-athletes and management. 
This also allowed relevant, if not unexpected data to emerge.  
 
In addition, interviews are associated with the ‘why’ and ‘how’, rather than the ‘how many’ 
and ‘when’ of a phenomenon data type. Where respondents would be limited to short 
simple responses, an interview allows respondents to give a deeper and richer answer 
(Gratton & Jones, 2010). Creswell (2013) highlighted that as solid as the interviewing 
method in data collection is, it has a number of potential disadvantages that need to be 
taken into consideration. Interviews may be both time consuming as well as challenging 
with the amount of travelling involved to get to interviewees. This could result in the 
sample size being small and further unrepresentative of the wider population (Mouton, 
2015; Yin, 1994).  
A non-directive interview technique was adopted whereby the researcher prepared a list 
of questions that were open-ended, informal, free flowing and flexible. Questions were 
not pre-set, although there were some topics that the researchers wished to explore via 
an interview guide (Annexure 5). This gave the interviews some structure and direction, 
making it a semi-structured, interview guide approach (Gratton & Jones, 2010).  
Interviewees’ responses were interrogated further, and the interviews took on a friendly 
like conversation. To ensure consistency of information collected from each interviewee, 
an interview guide was adopted. This assisted in providing focus rather than just 
conversing with the respondent and still possessed flexibility in the freedom and 
adaptability in getting the information from the interviewee (Mouton, 2015).  
Similar to the questionnaire surveys, the researcher contacted the respective 
management personnel and arranged individual interview sessions with each interviewee 
at their respective institution. Interviews ranged from 30-45 minutes each.   
The interview question guide (Annexure 5) consisted of six questions that ranged from 
the experience of the management personnel to their knowledge and perceptions of 
support services related to women football, to their ‘wishlist’ of support services for the 




down in cases where an interviewee did not feel comfortable being recorded. These 
interviews, twenty-six (n=26) were recorded and five (n=5) were written. 
 
 3.2.5  Qualitative data analysis and reporting  
Content analysis is often seen as a single method, but contemporary applications of 
content analyses outline three approaches namely, conventional, summative, or directed 
approaches (Hill, 2012). All three approaches are used to interpret meaning from the 
content of text data (Alharahsheh, & Pius, 2020). Differences among the approaches can 
be found in the origin of codes, ways in the coding schemes and threats to trustworthiness 
(Levitt et al., 2018).  
In conventional content analysis, coding categories are derived directly from the text data. 
In addition, this approach prevents researchers from using preconceived categories, 
instead of allowing categories and names for categories to flow from the data taking on 
an inductive category application (Alharahsheh & Pius, 2020).   
Summative content analysis consists of counting and comparisons, usually of keywords 
or content, followed by the interpretation of the underlying context (Hsieh & Shannon, 
2005). In deductive approach, the analysis begins with a theory or relevant research 
findings as guidance for initial codes (Levitt et al., 2018). This type of approach is usually 
appropriate when existing research literature and theory on a phenomenon is limited 
(Hsieh & Shannon, 2005).   
 
For this study, the content analysis approach that was followed was that of directed 
content analysis for similar reasons that were highlighted above; namely there is not much 
South African research literature on support services at HEIs with particular focus on 
women’s football student-athletes and similarly, to validate whether a system is in place 
and the extent HEIs are providing such student-athlete support services within the 




 3.2.5.1  The procedure of conventional content analysis  
Mayring (2014) proposed two specific approaches when it came to content analysis, a 
deductive and inductive approach. An inductive approach to the content analysis consists 
of the following steps:  
• The research questions, 
• The determination of category and levels of abstraction, 
• The development of inductive categories from the material, • The revision of 
categories, the final working through text, and 
• The interpretation of results. 
In deductive content analysis, the second and third steps are different:  
• Definition of categories based on theory/literature, and  
• Formulation of coding rules based on theory/literature.  
In this study the directed content analysis took on a deductive approach (See Figure 3.1).  
The goal of a directed content analysis is to validate or add to the existing body of 
knowledge of a theoretical framework or theory (Hsieh & Shannon, 2005). By making use 
of a directed content analysis with a deductive approach, existing theory or literature 
research is utilised to help focus the research question. It does this through providing 
variables of interest or predictions on the relationships between variables, hence outlining 
the determined variables or initial coding scheme to follow (Mayring, 2000). Next, the 
operational definitions for each variable of interest or code, are determined using the 
theory or theories, which in this study were those of the Systems Theory and SQM. In the 
Systems Theory, specific focus is given to what components make a system whole or 
ideal (Teece, 2018) and with the SQM in the backdrop of TQM (Mukhopadhyay, 2020), 
the focus was placed on the dimensions of SQM and the definitions of each (Zeithaml & 
Bitner, 1996).  
In this study, text was extracted from field notes (open-ended questions from the 
questionnaire) and by targeted questions through the semi-structured interviews about 




The content analysis process followed was that of 1. transcribing the field notes and the 
interview transcripts, 2. reading through the field notes and transcripts highlighting the 
passages that appears to represent the identified variables highlighted by both theoretical 
frameworks, 3. code all highlighted passages using the predetermined coding scheme 
and lastly, 4. any text that did not fit under any predetermined codes, to be given a new 
code (Shenton, 2014). 
During the content analysis predetermined codes and operational definitions (see 
annexure 9) were identified to apply to the data derived from the different result domains 
outlined by the interview guide. The result domains included experience, the knowledge 
of student-athlete management, management connotations of support services, 
perceptions around which support service/s are of importance and management’s 
‘wishlist’ (Cho & Lee, 2014).   
 
 The representation or reporting of the qualitative content analysis was illustrated visually through a 
word cloud (Sellars & Sherrod, 2018). A word cloud is a simple visualization of data, whereby words 
are shown in varying sizes depending on how often they appear in the data highlighting prominent 
and emerging themes (Depaolo & Wilkinson, 2020). In addition, word clouds have gained an 
increase in popularity within the public, private and research sector as a tool to focus and analyse 
written material (Felix, Franconeri & Bertini, 2017). The patterns of keywords and phrases within 
text, manuscripts, journals etc. are displayed through a visual or graphic presentation and allow 
researchers to identify relationships and meaning (Felix et al., 2017).  
Figure 3.1: Procedure used in a  deductive  approach to  qualitative content   
                    analysis  
Selecting the  
unit of analysis 
Deciding &  













This is done through the means of a digital word cloud software that examines word 
occurrences by identification of tags and displays them with colour and font size (Kouzes 
& Poser, 2017). The frequency of the word within the passage is analysed and the more 
it appears, the bigger the word appears in the generated image (Atenstaedt, 2017). 
Conversely, those mentioned less would be displayed smaller or not at all (Kouzes & 
Poser, 2017). The word generator software that was utilised for this study was that of 
WordItOut (WordItOut, 2020).  Themes that emerged are presented as super themes, 
prominent themes and operational definitions or otherwise least prominent themes.  
 3.2.6  Qualitative quality evaluation   
The idea of credibility is most often associated with the framework Lincoln and Guba’s 
(1985) presented. This framework outlines that a researcher can provide evidence of the 
trustworthiness of a study in a variety of ways based on a variety of categories, namely 
through credibility, transferability, confirmability, and authenticity (Thomas, Nelson & 
Silverman, 2011; Shenton, 2014). 
 
 3.2.6.1    Credibility  
The first concept of the framework presented by Lincoln and Guba’s (1985) is that of 
credibility. The extent to which research is deemed appropriate and believable, with 
reference to the level of consensus between participants and researcher is regarded as 
credibility (Denzin, 2018). Credibility can be established through various ways or activities 
such as peer debriefing, prolonged engagement, persistent observation, negative case 
analysis, triangulation and member checks (Bhat & Jain, 2020).   
For the purpose of this study, credibility was achieved through peer debriefing, prolonged 
engagement, and member checks (Lincoln & Guba, 1985).  
 3.2.6.1.1  Peer debriefing  
This technique is utilised by many qualitative researchers for multiple reasons. These 
reasons consist of allowing a peer researcher, who is willing to ask probing questions but 




assess transcripts, overview the emerging and final codes deriving from these transcripts 
and the final themes or findings of a study (Andrew, Pederson & McEvoy, 2020).  
 
For the purpose of this study, both the supervisory panel, a research professor of the 
department of Marketing, Supply Chain and Sport Management as well as a peer in 
another faculty reviewed and assessed the process, codes and write up of the section.    
 3.2.6.1.2  Prolonged engagement  
The second activity under credibility outlined by Lincoln and Guba (1985) to ensure 
trustworthiness of qualitative data is that of prolonged engagement. Prolonged 
engagement means being in the environment where the study is being conducted in an 
attempt to build trust with the participants and to overcome any possible challenge or 
distortion due to the presence of the researcher on site (Denzin, 2018). The time required 
to be on the site depends upon the setting and the study, there is no set amount of time 
a researcher should be there.   
 
For some studies, scholars have outlined an entire year or longer compared to as little as 
one month for smaller studies (Bhat & Jain, 2020). If it is apparent that the researcher 
was on the site long enough familiarise themselves and to observe what is expected in 
such a site, the results produced will be more credible. In addition, prolonged engagement 
on site is regarded as more credible, if the repeated observations suggest similar findings 
(Denzin, 2018; Lincoln & Guba, 1985; Bhat & Jain, 2020).   
 
In this study, the researcher visited the eight (n=8) HEIs on multiple occasions to complete 
the thirty-one (n=31) interviews. In addition to this, due to the background history of the 
researcher having been a student-athlete herself at her own institution, this aided the 
researcher to gain an understanding and familiarity with the environment.     
3.2.6.1.3      Member checks  
The last activity conducted to ensure credibility was that of member-checking or otherwise 




participants of the study as to whether the recorded data resonated with their experiences 
and feelings (Lincoln & Guba, 1985).  
 
Within this process, the researcher requests the selected research participants to review 
and respond to the data and interpretations thereof. It is however important to note, that 
not all participants have the opportunity to be part of the reviewing of the research data 
(Fetters & Freshwater, 2015).  
A more comprehensive two-step process, called participant review, developed by Denzin 
(2018) provides each respondent an opportunity for critique. The first step of this process 
involves all participants receiving copies of the data that has not yet been interpreted, in 
the form of interview transcripts or field notes for error correction or to provide additional 
information that might add in improving the accuracy of the data (Bhat & Jain, 2020).   
The second step involves sending a draft copy of the researcher’s initial interpretations to 
the participants for their feedback. This step is specifically to assist with increasing the 
descriptive validity of the data (Denzin, 2018; Lincoln & Guba, 1985).  
Within this study, after each set of semi-structured interviews conducted at each HEI, the 
researcher transcribed the interviews verbatim and shared the data with the available 
management personnel interviewed for confirmation of accuracy. Upon completion of 
interpretation, the researcher met with various management personnel to share the results 
and to obtain their reactions.  
 3.2.6.2    Transferability  
When findings can be applied to another setting or groups, this is referred to as 
transferability (Houghton et al., 2013). If the results of the study replicate or outline similar 
experiences and meanings that readers can relate too, transferability has been achieved 
(Polit & Beck, 2012). Moreover, researchers should provide sufficient information on the 
research participants as well as the context within which the research took place to enable 
the reader to infer whether the findings are transferable (Cope, 2014). Transferability may 
only be relevant if the goal of the research at hand is to generalize about the subject or 





The researcher shared the outcomes of the qualitative research with other student-
athletes, although not from every HEIs, not involved with women football but similarly 
student-athletes of other sporting codes. These informants or readers agreed with the 
themes and interpretations as accurate and a true depiction of their thoughts and feelings. 
In addition, having selected the eight (n=8) HEI women’s football teams that participate 
in the league within the region of Gauteng, the intent of generalization can be accepted.  
 3.2.6.3    Confirmability  
Polit and Beck (2012) define confirmability as the ability of a research to demonstrate that 
the research data reported, represents the participants’ responses and not the 
researcher’s biases or viewpoints (Polit & Beck, 2012). One can display confirmability 
within their research by providing rich quotes from the participants that depict each 
emerging theme (Cope, 2014).  
For the purpose of this study, excerpts directly from the transcripts were outlined and 
presented through the joint display technique, which validated or confirmed the viewpoints 
or the research participants (Guetterman, Fetters & Creswell, 2015).  
 3.2.6.4    Authenticity  
The last concept of trustworthiness outlined by Lincoln and Guba (1985) is that of 
authenticity. Authenticity is outlined as the ability and degree to which the researcher 
articulates the position and emotions of the participants’ experiences in a faithful manner 
(Polit & Beck, 2012). Readers can grasp the essence of the experience through the 
participants’ quotes (Guetterman, Fetters & Creswell, 2015).  
For the purpose of this study, the researcher aimed to achieve authenticity through the 
displaying of excerpts directly from the interviews, through the credibility activity of 




3.3 Mixed method or integration   
Scholars of mixed methods have emphasized that the integration, of the quantitative and 
qualitative data is the centrepiece of mixed methods (Fetters & Freshwater, 2015). 
Integration is a deliberate and planned process by which the researcher brings the 
quantitative and qualitative components together in the study (Guetterman, Fetters & 
Creswell, 2015). Fetters, Curry and Creswell (2013) outlined that integration can be 
achieved through research design, methods, interpretation and reporting.  
 3.3.1  Mixed method design  
There are various types of mixed-method study designs and researchers often use 
different terms to refer to these designs. The mixed-methods research designs can be 
grouped into two categories, based on whether the qualitative and quantitative data are 
gathered concurrently or sequentially (Creswell, 2015).   
In concurrent mixed methods designs, the qualitative as well as quantitative datasets are 
gathered during similar periods of time, with either the same or different participants.   
Examples of concurrent mixed methods designs are (Mouton, 2015):  
• Convergent mixed-methods design,  
• Embedded or nested mixed-methods design.  
Furthermore, there are two types of convergent mixed methods designs (Fetters & 
Creswell, 2013):  
o Qual-Quant: Primarily a qualitative study that uses quantitative data to supplement or 
validate the qualitative findings,  
o Quant-Qual: Primarily a quantitative study that uses qualitative data to supplement or 
validate the quantitative findings.  
In sequential mixed methods designs, the data are first collected using one method, 
followed by another second method. Analysis of the data from the first method leads to 
the design and/or implementation of the second phase of the data collection with the 




• Exploratory   
Qualitative data is collected and analysed first. The themes derived here are then used to 
facilitate the development of a quantitative research instrument to further explore the 
research problem (Creswell & Plano Clark, 2019; Teddlie & Tashakkori, 2008; 
Onwuegbuzie, Bustamante & Nelson, 2010).  
• Explanatory   
According to Creswell and Plano Clark (2019), an explanatory mixed-method design will 
consist of firstly collecting quantitative data and then collecting the qualitative data. This 
is done to elaborate on the quantitative results derived from the same participants. The 
reasoning behind this approach is that the data derived from the quantitative instrument 
and its results provide a general picture of the research problem. The qualitative data then 
provides a more thorough analysis, one that is needed to refine, extend, or explain the 
general picture. A series of sequential and/or concurrent designs can be combined to 
form what is commonly referred to as multiphase or iterative mixed-methods design 
(Andrew, Pederson & McEvoy, 2020).  
 
Within this study, a convergent quant-qual mixed method explanatory approach was 
adopted, with data collected simultaneously but with different sample groups (Mouton, 
2015).   
3.3.2 Method  
Creswell (2015) outlined that integration of the quantitative and qualitative approaches 
can transpire through four different methods, namely:  
• Connecting, explaining quantitative results with a qualitative approach,  
• Building, where one database forms that data collection approach of the other,  
• Merging, where both databases are brought together, or  
• Embedding, where data collection and analysis link at multiple points.  
For this study, the integration method adopted was that of merging, with the questionnaire 




interviews with HEI management supplementing and/or validating the quantitative 
findings (Creswell & Plano Clark, 2019; Mouton, 2015). As the two datasets, the 
quantitative and qualitative, are merged they then become interdependent in addressing 
the research questions and hypotheses (Guetterman et al., 2015:555).  
 
 3.3.3  Interpretation and reporting  
Data integration and reporting in mixed methods is done in two ways, namely: 1. writing 
about the data in a discussion where quantitative and qualitative results are arranged or 
displayed side by side and a discussion then occurs comparing the results and 2. by 
presenting the data in the form of a table or figure, a joint display, that simultaneously 
arrays the quantitative and qualitative results (Guetterman et al., 2015).  
In this study, the researcher opted for the second method, in that results from both 
quantitative and qualitative phases of the research are arranged in the form of a joint 
display (Creswell & Plano Clark, 2019). The joint display outlines a row for each 
qualitative theme (i.e., domain) and the corresponding quantitative variable for the 
theme reported on. Participants were arranged in columns, respectively student-athletes 
and management of HEIs. Within each, the actual quantitative scores as well as the 
qualitative summaries and quotes for each theme-participant combination are outlined 
(Yin, 2014).   
3.4 Ethics   
Research ethics implies meeting expected societal norms of behaviour, which must be 
adhered to while conducting a research study (Sekaran & Bougie, 2016:13) The first step 
taken was to obtain ethical clearance. Ethical clearance was obtained from the Higher 
Degree Committee of the Faculty of Health Science at the University of Johannesburg 
(Annexure 1). Permission was further obtained from all relevant Higher Education 
Institutions (HEIs) to conduct research fieldwork on their premises and with their female 
football student athletes (Annexure 3). All participation within this study was conducted 
on a voluntary basis and confidentiality was maintained. All participants were fully 
introduced and informed of the nature of the study, and the use of the data supplied, 




all student-athletes and management personnel. Participants had the right to withdraw 
from the study at any time (Annexure 4).   
  
3.5 Summary  
The research paradigm, design and methodology that was embraced for this study was 
delineated. A convergent quant-qual mixed method was adopted which outlined three 
research phases. The first phase consisted of quantitative research component exhibiting 
a positivist paradigm with a descriptive cross-sectional research design in the form of the  
Student-athlete Support Services Survey of Montana State University (2010). The 
sampling and sampling approach were in turn outlined, with female football student-
athletes of various HEIs, making up the sample units. The sampling approach was 
nonprobability in nature and took on the form of convenience sampling due to the ease of 
accessibility and nature of the sample unit. Data processing and statistical analysis was 
reported on with the reliability and validity of the research instrument outlined through the 
reporting of the Cronbach alpha coefficient and inter item correlation coefficient.    
The second phase of the mixed method was that of the qualitative component that 
comprised of an interpretivist paradigm with a content analyses research design.  A 
nonprobability purposive sampling was outlined, with semi-structured interviews being 
conducted with management personnel from the eight (n=8) selected HEIs. Data 
processing and statistical analysis took on a deductive directed content analysis with the 
trustworthiness of the instrument outlined through the concepts of credibility, 
transferability, confirmability, and authenticity.   
The final phase of the mixed method or otherwise the integration phase, that adopted a 
merging approach was reported on. Lastly, the ethical considerations of the study were 









 4.  Introduction  
 
Within this chapter, results of the three research phases of this study, namely the 
quantitative, qualitative and integration, are reported on. The quantitative findings that 
stemmed from the questionnaire conducted with the student-athletes, highlight the 
demographics of the participants, the concept of student-athlete support services, the 
student-athletes’ awareness, the usage of such support services, the manner in which 
these support services are communicated to the student-athletes and which support 
service is deemed as important. A comparison on the quality of support services offered 
among the HEIs, as perceived by the student-athletes, is reported on and lastly, the 
results on what support services HEIs can introduce to meet the expectations and needs 
of the student-athletes and whether support services are perceived as structured at their 
respective HEIs is outlined.   
 
The findings of the second phase or qualitative component of this study is further reported 
on, whereby semi-structured interviews were held with the management of the HEIs. The 
findings outline the management position held, the level of experience of personnel within 
the position and the connotation given to the concept of student-athlete support services 
by management. In addition, the availability and support service deemed as most s 
important are outlined. Management’s wishlist of support services is reported on and, the 
merging of quantitative and qualitative findings through the means of a joint display is 
delineated.  
  
4.1. Quantitative research phase  
 
The results stemming from the self-administered questionnaire to 160 student-athletes 
ranging from eight Gauteng HEIs, participating in the USSA Women’s Football League, 




comprised of the following: HEI 1 (n=20, 12.5%), HEI 2 (n=20, 12.5%), HEI 3 (n=22, 
13.8%), HEI 4 (n=21, 13.1%), HEI 5 (n=20, 12.5%), HEI 6 (n=18, 11.3%), HEI 7 (n=20, 
12.5%) and HEI 8 with (n=19, 11.8%) respondents.  
  
 4.1.1  Demographic profile of participants in this study   
 
The demographic profiling of the participants within this study, with variables of age, race, 
education level and playing position in their sport, is outlined below.   
 
 4.1.1.1    Age range of participants in this study  
 
The majority of the participants (n=95, 59.4%) were between the ages of 21 – 25 years, 
followed by the 17 – 20 years group (n=45, 28.1%) and then the 25 – 30 years group  
(n=16, 10%). The least number of participants were represented by the 30+ age group  
(n=4, 2.5%) (Graph 4.1). The mean age and standard deviation of the participants were 
not analysed due to the participants’ ages being grouped into four age groups on the self-















 4.1.1.2    Race composition of student-athletes  
 
Regarding the demographical variable of race, Graph 4.2 shows that a large number of 
the participants (n=129, 80.6%) fell under the classification of African, with 14 participants 
(8.7%) making up the Coloured group, followed by nine participants being Caucasian 
(5.7%). Six of the participants were Asian (3.8%), while two participants sustained from 
classifying themselves under the South Africa race classification system and opted for 




4.1.1.3   Level of education of student-athletes 
Participants’ highest level of academic qualification, the majority of participants reported 
to be studying towards a B-degree (n=72, 45%), followed closely with 61 of the 
participants studying towards a National Diploma (38.1%). Five of the respondents (3.2%) 
reported to be completing their Postgraduate studies with only 22 (13.7%) in the process 
of completing a Higher Certificate. This may indicate that the majority of the female 
student-athletes within this study are enrolled in undergraduate studies with very few 













furthering their studies into postgraduate levels (Advanced Diploma, Postgraduate 
Diploma, Master and/or Doctorate), Graph 4.3.  
 
 
Graph 4.3: Level of education of participants  
  
 4.1.1.4    Playing position of participants  
 
Football positions were divided into four main playing positions, namely: goalkeepers, 
defenders, midfielders and forwards. In Graph 4.4, the playing positional profiling of 
participants within this study consisted of 26 goalkeepers (16.2%), 45 defenders (28.1%), 















4.2 Student-athletes’ connotation of student-athlete support services   
 
When asked to comment on their understanding and meaning of student-athlete support 
services (Q. 2.1), the majority of the participants (n=150, 93.7%) expressed holistic 
management or the wellbeing of the student-athlete as the connotation. Words or 
operational definitions such as ‘holistic’, ‘wellbeing’, ‘on and off the field’, and ‘life 
coaching’ were coded under holistic management. The second meaning highlighted for 
the concept of student-athlete support services was that of personalised service 
(n=120,75%) that was demarcated with words and operational phrases such as ‘someone 
who helps us with personal matters’, ‘promoting me’, ‘keeping my records’, ‘take care and 
look after you’, ‘looks after interests of player and team’ and ‘connection between players 
and coaches’. Support (n=100, 62.5%) was the third connotation denoted, with words 
such as ‘support structure’, ‘rely on’, ‘take care and look after you, ‘counselling’ and 
‘student support’. Professionalism (n=80, 50%) was indicated as the fourth connotation 
with words and phrases such as ‘organised competitive sport programmes’, ‘sponsored 
by the education institution’, ‘player management’ and ‘a sporting career’. Resource 
























‘facilities, finances, studies etc. from the university’, ‘structure, provision of facilities and 
technical teams that care for resources and players’ welfare’, and ‘resources to help us 
balance sport and academics’ were delineated as keywords and phrases associated to 
this theme. The sixth delineated connotation was that of communication (n=62, 38.8%), 
with keywords and phrases of ‘communication’, ‘communication between technical team 
and players’, ‘communication link’ and ‘interaction’ being highlighted.  
A category that did not fit within the predetermined coding scheme nor the operational 
definitions of variables, was that of patriarchal service (n=25, 15.6%). Participants were 
very unambiguous when it came to outlining the patriarchal treatment experienced within 
their HEIs through the following phrases, ‘girls football is not taken into consideration at 
our university, no access to sports facilities’, ‘girls football is not taken into consideration 
like the boys’ football’, ‘they don't give us the needs that we need as a woman who play 
football’, and ‘we are not given the attention like the guys in our institution that plays 
football’. When it came to participants outlining their unfamiliarity of the concept student-



















































Graph 4.5: Student-athlete’s connotations of the concept of student-athlete  





4.3 Availability of support services offered at the respective HEIs 
 
Support services are intended to support and develop student-athletes in both their 
academic and sporting endeavours. The net effect of these services and programmes is 
to enhance the quality or performance of the student-athlete experience on and off the 
field. In Graph 4.6, the type of sport support services offered across the HEIs within this 




With regards to the overarching bars in Figure 4.6, the support services most frequently 











HEI 1 HEI 2 HEI 3 HEI 4 HEI 5 HEI 6 HEI 7 HEI 8 
Strength & conditioning Counselling 
Physiotherapy Academic guidance 
Management of scholarship Nutrition 
Graph  4 .6:  Availability of support services offered at the respective Higher   


















services reported are those of physiotherapy (n=13, 65%) and academic 
guidance/support (n=14, 70%).  At HEI 2 (M=2.65, SD ± 0.88) equally reported, were 
support services of counselling (n=12, 60%) and physiotherapy (n=12, 60%). At HEI 3 
(M=1.66, SD ± 0.04), it was strength and conditioning (n=11, 55%) and the management 
of scholarships (n=11, 55%). Participants outlined strength and conditioning (n=8, 40%) 
and physiotherapy (n=7, 35%) as most prominent support services at HEI 4 (M=1.58, SD 
± 0.59).  At HEI 5 (M=1.86, SD ± 0.82), the participants reported strength and conditioning 
(n=17,85%) and counselling (n=11, 55%) as their most prominent support services. At 
HEI 6 (M=2.25, SD ± 0.61), the participants outlined the support services of academic 
guidance (n=16, 80%) and counselling (n=14, 70%) as their top support services. At HEI 
7 (M=1.31, SD ± 0.59), strength and conditioning (n=7, 35%) and counselling (n=6,30%) 
were highlighted as their principle support services and lastly, at HEI 8 (M=1.70, SD ± 
0.79), participants reported their strength & conditioning (n=9,45%) and nutrition (n=6, 
30%) as the dominant support services offered to them.   
 
 4.3.1  Overall student-athlete support service salience across HEIs  
  
When it comes to support service salience across all 8 HEIs, the results in Figure 4.7 
outline similar support service offerings to student-athletes: 1. strength & conditioning, 2. 
counselling, 3. physiotherapy, 4. academic guidance, 5. management of scholarship or 
financial management, as well as 6. nutritional provision. Overall, of these support 
services, the most prominent highlighted by the participants across the HEIs is that of 
strength & conditioning (n=121, 76%). Physiotherapy was reported as the second most 
prominent support service (n=105, 66%) with management of scholarships (n=98, 61.2%) 
ranking third. Academic guidance and counselling service both reported at just under 
60%, respectively at (n=95, 59.3%) and (n=93, 58.1%). Nutrition was identified as the 





4.4 Awareness and utilisation of support service  
 
Participants indicated that strength and conditioning (n= 72, 59.5%; p=0.001), counselling 
(n=61, 65.6%; p=0.023) and academic guidance (n=65, 68.4%; p=0.013) were the 
services that they were most aware of (See table 4.1). This could possibly be due to the 
different directorates that exist in all HEIs that promote student academic excellence, 
extracurricular wellness and/or well-being. 
 
However, physiotherapy (n=57, 54.3%; p=0.238), management of scholarship (n=53, 
54.1%; p=0.252) and nutrition (n=42, 56.8%; p=0.214) showed a statistically significant 
relationship between being aware of a support service and utilisation. Without knowing 




























Table 4.1 Awareness and utilisation of facility support services at HEIs  





Strength & conditioning 72 (59.5%) 49 (40.5%)     0.001 
Counselling 61 (65.6%) 32 (34.4%)        0.001 
Physiotherapy 57 (54.3%) 48 (45.7%)   *  0.238 
Academic/career guidance 65 (68.4%) 30 (31.6%) 0.013 
Management of scholarship 53 (54.1%) 45 (45.9%)     *  0.252 
Nutrition 42 (56.8%) 32 (43.2%)   *  0.214 
 *Statistical significance p≥0.05   
  
4.4.1 Frequency of utilisation of support services 
 
Student-athlete support services could be available at the various HEIs, but the extent to 
which participants utilise these support services is just as important, in order to achieve 
optimal performance. In general, utilisation salience across HEIs is indicated in Figure 4.8.  
The utilization of services was categorised into four categories of frequency namely: 
never, 1-2x per week (p/week), 3-4x p/week, 1-2x p/week and 5x or more p/week.  Ninety 
(n=90; 67.7%) of the participants reported that they never made use of the dietician to 
oversee their nutrition. Eighty-eight (n= 88, 63.3%) of participants also outlined that if no  
HEI’s bursary was allocated, the management of scholarship support service was never 
utilised (n=29, 20.9%). Similarly, just over half of the participants (n=76, 52.8%) said that 
they did not make use of the support services of the academic guidance counsellor. When 
it came to physiotherapy, (n=72, 50%) of the participants reported in never making use of 
the support service and (n=72, 50%) participants reported making use of the 
physiotherapist. Counselling was another support service that reported low levels of 
utilization by the participants (n=92, 63.9%). The strength and conditioning support 
service was notably the most dominantly utilized by the participants of the study; with 49 




per week, 53 (66.25%) making use of the service 3-4x per week and 25 (31.25%) of the 
participants making use of the strength and conditioning 5x per week.   
 
 
4.5 Communication of support services  
 
Communication assists with the smooth operation of management and is regarded as an 
integral component of an ideal system (Shannon, 2018) as well as part of the empathy 
dimension of the service quality model (Zeithaml & Bitner, 1996). With regards to support 
services being communicated, 88 (55%) participants within this study reported that the 
support services were communicated to them during a formal session at their respective 
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university. In contrast, 72 (45%) of the participants outlined that no support services were 
formally communicated or introduced to them by the HEIs’ management.  
 
Table 4.2: Communication of support services to Student-athletes  
Communication  N  Percentage  
Yes  88  55%  
No  72  45%  
  
 4.5.1  Communication channels of support services  
 
As shown in Graph 4.9, the communication channel/s that were reported as most utilized, 
across all HEIs, in general, were those of football managers (48.7%) followed by team 
coaches (38.7%). Friends, HEI sport bureaus and HEIs’ notice boards accounted for 
21.2% each as channels of communication. The least utilized channel medium for support 
services was Other (1.2%) which included orientation sessions and academic study 





























 4.5.1.1  Communication channels of support services of individual HEIs  
 
In figure 4.10, the most popular medium of communication for support services at HEI 1 
was that of the manager (n=12; 76.6%), with HEI 5 similarly reporting the same medium 
(n=10, 55.6%). HEI 3 on the other hand reported the coach as the most dominant 
communication channel (n=7; 50%). These three HEIs resulted as the most industrious 
in their communication and creating awareness of their support services.   
HEI 6 reported two dominant communication channels utilised for support services 
namely the coach (n=3, 42.9%) and manager (n=3, 42.9%). HEI 1 reported their manager 
(n=6, 60%) as the dominant communication channel.  HEI 7 (n=4, 80%) and HEI 2 (n=31, 
33.3%) both reported their coach as the prime means of support service communication 
with HEI 8 reporting both their notice boards (n=2, 50%) and their student guide (n=2, 
50%) as the forms of communication that they relied on.   
HEI 7 and HEI 8 reported the lowest level of communication and awareness of support 
services. This possibly indicates that there is limited and/or absence in communication, 
awareness and availability of support services at these HEIs unlike the top-ranking 
universities. The importance of communication and creating awareness reported a 
statistical significance of p=0.065. Therefore, it remains vital to choose the most 









The support services that were deemed as important to the participants of this study are 
presented through mean scores in figure 4.10. A higher mean score indicates the 
likelihood that participants found support services to be important to them. Based on these 
mean scores, the support service of management of scholarships is seen as the most 
important (M=3.72, SD ± 1.56), academic guidance (M=3.1, SD ± 1.43), then 
physiotherapy (M=3.0, SD ± 1.16), followed by strength and conditioning (M=2.74, SD ± 
1.49) and lastly, nutrition (M=2.62, SD ± 1.23). Counselling was found to be perceived as 
the least important support service amongst the participants (M=2.44, SD ± 1.09).   
 
4.7 Comparison of support services across HEIs  
 
Inter-group analysis for support services quality perceived by the participants, by 
university, was completed by using a one-way analysis of variability (ANOVA) (See table 
4.3 and 4.4). An analysis of variance showed a significant effect of participants’ 
perceptions on the quality of support services offered at different HEIs [F (7,124) = 













Graph  4.1 0 :  Perceptions of student - athletes’ most important support       






Table 4.3: Comparison of support service system quality ANOVA descriptives   
HEI  N  Mean  
Std. 
Deviation  Std. Error  
95% Confidence 
Interval for Mean  





                           
HEI 
1 
18  3.2324  0.55207  0.13013  2.9579  3.5069  1.50  4.00  
HEI 
2 
21  2.9087  0.61420  0.13403  2.6292  3.1883  1.60  4.00  
HEI 
3 
18  2.5926  0.70510  0.16619  2.2420  2.9432  1.00  3.67  
HEI 
4 
13  2.4808  0.82904  0.22993  1.9798  2.9818  1.00  4.00  
HEI 
5 
15  2.3422  0.56449  0.14575  2.0296  2.6548  1.40  3.33  
HEI 
6 
16  3.0813  0.49695  0.12424  2.8164  3.3461  2.00  4.00  
HEI 
7 
13  1.6038  0.75951  0.21065  1.1449  2.0628  1.00  3.00  
HEI 
8 






Table 4.4: One-way ANOVA on comparison of support service system quality  





qual_comp  Between Groups  40.118  7  5.731  13.722  0.000  
 Within Groups  51.789  124  0.418    
 
These results were confirmed by using the non-parametric equivalent test of Kruskall 
Wallis, a test used for comparing two or more independent samples of equal or different 
sample sizes, in this case the universities by mean ranks. (Table 4.5) where a statistically 
significant difference between universities and their support services quality offered [H 
(7,124) =57.98, p = 0.000], with a mean rank of 101 for HEI 1, 81 for HEI 2, 68 for HEI 3, 
61 for HEI 4, 53 for HEI 5, 92 HEI 6, 28 HEI 7 and 29 for HEI 8 was measured.  
 
The above statistics highlight that student-athletes at specific HEIs perceive support 
services to be in place and delivered effectively. Graph 4.11 outlines the HEIs effectively 
delivering on their support services and this correlates with the performance of the 
student-athletes in the Gauteng League standings.  HEI 1, HEI 2 and HEI 6 are outlined 
as the HEIs with quality support services, followed by HEI 3, HEI 4, HEI 5 and HEI 7 and 




      Graph 4.11: Comparison of HEIs’ support services quality  
4.8 Improvement of support services  
 
Improvement or addition of services is something that is sought for by all stakeholders 
involved. Stakeholders wish to have certain services improved or added to their operations 
within their respective institutions. In this study, both the participants and management 
expressed what their wishlist for new or improved support services. The  
wishlist of the participants is presented in Graph 4.12. This idea is aligned to the 
environment component within an ideal system, whereby the presence of such an added 
service would add value but the absence of such, would have a limited influence over the 
current system (Shannon, 2018).  
 
 4.8.1  Support services wishlist by participants of study  
 
Participants where asked if there were any support services that they thought could be 
added to the existing support services currently offered at their institution. Provision of funds 
in the form of a scholarships and the management of the funding around it (32%) was cited 
as the most highly sought support service, followed by student accommodation or a 
residence on campus, dedicated to student-athletes’ needs (20%). Other participants 
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HEI  7 
HEI  8 
HEI 1  




posited to be given professional status and be treated as such by receiving salaries for 
playing (15%), whilst other services reported were those of a sport psychologist or mental 
skills coach (13%), citing the pressures that players are faced with on and off the field as 
the main reason. Sport medicine or a sports centre institute, was supported by (10%) of the 
participants, citing the services of sport specific physicians. Furthermore, participants (10%) 
within this study outlined the basic support services that most HEIs currently have, due to 
the absence of such support services at their own HEI.   
  
 
4.9 Student-athletes’ perceptions of their HEIs support service system  
 
Qualities of an ideal system or elements that are regarded as indicators of a quality system 
are highlighted by Shannon (2018) within the literature of this study. When participants of 
this study were asked: ‘Did they believe if their respective HEI delivered on an effective 
support service system?” and “outline the reasons why?”, the reasons for and lack thereof 
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Graph 4.13: Cited indicators of a quality system at the respective HEIs  
The most cited reason for agreeing or not agreeing to the presence of a support service 
system in place at HEI was that of planning (n=120, 75%), followed by competent staff 
(n=90, 56.3%), structured programmes (n=87, 54.4%) and all-around assistance for 
student-athletes (n=65, 40.6%). Other reasons cited were committed personnel (n=50, 
31.2%), discipline shown to and expected by student-athletes (n=45, 28.1%) as well as the 
timeous operations and delivery of a service or otherwise, punctuality (n=35, 21.9%) of a 
support service.  Another element or reason that echoes a notion or aim is that of diversity 
management (n=25, 15.6%) and lastly, a student-athlete culture (n=24, 15%) was 
highlighted as another element or element required to support and lead change in the way 





4.10 Qualitative research phase  
 
 4.10.1  Demographic profiling of interviewees  
 
Data emerging from the 31 semi-structured interviews held with the 8 HEIs’ interviewees is 
outlined below. Interviews were held with respectively 6 (19.4%) management personnel 
from HEI 1, 6 (19.4%) from HEI 2, 2 (6.5%) from HEI 3, 3 (9.7%) from HEI 4, 3 (9.7%) from 
HEI 5, 6 (19.4%) from HEI 6, 3 (9.7%) from HEI 7 and lastly,2 (6.5%) management 
personnel from HEI 8 (Graph 4.14).  
 
 
The following results presented are based on predetermined codes and their respective 
operational definitions that were deducted from both Shannon’s (2018) ideal system 
qualities, Zeithaml and Bitner’s (1996) Service Quality Management dimensions’ model and 























 4.10.2  Gender and racial profiling of HEIs’ management of women’s football  
  
At the time of the research, the gender profiling for the interviewees was that of 6 (19.4%) 
females and 25 (80.6%) males. Racial profiling outlined that 29 (93.6%) of management 
were African, one (3.2%) Coloured and one (3.2%) Caucasian.  
 
 4.10.3  Job position of HEIs’ management of women’s football  
 
In order to ascertain the decision-making role and years of experience of the HEIs’ 
management of women’s football, interviewees were posed the following question (Q1): 
What is your position within your university’s football club? When analysing the data from 
the interviews, it was determined that the most prominent job positions were grouped in 11 
nodes. These included seven (22.6%) club managers, followed by six (19.4%) head 
coaches, and four (12.9%) team managers, three (9.7%)assistant coaches, three (9.7%) 
goalkeeper coaches, three (9.7%) sport scientists, one (3.2%) physiotherapist, one (3.2%) 
secretary, one (3.2%) video analyst, one (3.2%) recruitment officer and one (3.2%) all-
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 4.10.4  Job experience of HEIs’ management of women’s football  
 
Job experience is deemed important as it allows you to apply the theory you have gained 
from your qualification and prepares you for the demands and expectations of the working 
world including managing diversity and networking. When the interviewees were posed the 
following question (Q2): How long have you been with the club? Five prominent 
occurrences were outlined with regards to year ranges of experience. These included 10 
years, 7-9 years, 4-6 years, 1-3 years and <1 year. The majority of management in HEIs 
management of women football fall under the 1–3-year range of experience (n=15, 48.4%), 
followed by the 4–6-year range of experience (n=9, 29%), followed by more experienced 
management personnel within the 7–9-year range of experience (n=5, 16.2%). In addition, 
amongst the interviewees, only one (3.2%) cited 10 years of experience and 1 (3.2%) with 
<1 years’ experience. 
 
 
4.10.5 Connotation of student-athlete support services of HEIs’ management of 
women’s football 
 
When the interviewees were asked the following question – (Q3): What does the word 
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with the exception of two universities. Below is a summary of the word clouds or 
manifestation analysis reports of each HEIs with corresponding excerpts.  
 
 4.10.5.1  HEI 1’s connotations on support services   
 
Connotations for student-athlete support services reported by HEI 1’s management 
highlighted six super themes namely those of 1) balance, highlighting the goal of balancing 
both academic and sport demands; followed by 2) system, highlighting the need for all 
components to function together to meet the mandates of the club or deliverables, this 
turned out to be the next most outlined concept. 3) Deliverables of both the club and the 
universities’ strategic goals and objectives. Other prominent connotations mentioned was 
those of 4) reliability, in the ability to deliver or execute services to student-athletes readily. 
Other two prominent connotations were those of 5) holistic and 6) support, highlighting that 
management were required to support and be considerate to their student-athletes in order 
to help them perform at their optimal.  Operational definition themes or less prominent 
themes, that were highlighted, were those of responsiveness,  
 business, facilities and empathy (See Figure 4.1).   
 
Excerpts from the participants that were interviewed, highlighting ways in which HEI 1 
management viewed student-athlete support services:  
 
“…services a club might require at any given time to fulfil its mandate as a club to run its 
daily business. Budgets are tight; we need to be sustainable going forth.”  This excerpt 
highlights the focus of the sport club running as a business.  
“Support, support, support, it must be given to everyone, so they do well.”  This respondent 
expressed consideration and importance on supporting and giving attention to student-
athletes, in order for them to be successful.   
“Academics is important but so is sport, we need to help them balance these two.”  
Achieving balance was expressed as a function of support services.  
“Support services are there to help the student and the athlete become their best… achieve 




Overall holistic development was expressed as a requirement of support services to equip 












Figure 4.1: Connotation of support services word cloud HEI 1 
 
 
4.10.5.2  HEI 2’s connotations on support services   
 
Connotations that derived from the HEI 2 cluster of interviewees highlighted super themes 
of support, system, empathy and help; followed by three more prominent themes such as 
1) holistic, 2) improve, and 3) everything. Less prominent connotations or operational 
definitions, but nevertheless mentioned, were those of reliability, balance and 
responsiveness. The operational definition behind support, system, and empathy; is that of 
having a set of services that can deliver, be responsive and understanding to the student-
athlete’s need in order to help them improve and achieve (See figure 4.2).   
Excerpts highlighting the ways in which HEI 2 management viewed student-athlete support 
services:  
“Support services can definitely be seen as a whole lot of services working together, like a 
system for the students to make it, be successful and also improve.”  The idea of a system 




‘Everything that helps the athletes to perform...simple” Support services are highlighted as 
the catalyst to performance.  
 
“A happy player always performs better, they have lots of challenges, we need to be there 
to support, to care, to understand. We are after all their mothers and fathers sometimes.  
We need to look out for them on and off the field… 360º technically.” The notion of empathy 
or otherwise caring, understanding and personalized attention given to the student-athletes 
is expressed.  
“Any structure that will help the team develop or give any type of support on and off the field 
that will help the players grow in their performance.” The idea of succoring and assisting 




 4.10.5.3  HEI 3’s connotations on support services   
 
Interviewees at HEI 3 connoted student-athlete support services with two super themes of 
balance and system. The balance connotation was based on student-athletes having a dual 
responsibility as both student and athlete. The super theme of system is based on the 
different parts and how these parts come together as components of a bigger structure. 










interdependence of components; and holistic, highlighting the concept of balancing 





The following excerpts highlight the connotations for student-athlete support services 
derived from management of HEI 3:  
 
“Our students are not only athletes; they need to do well in their studies. They need support 
in order to balance the two and not waste their talents.”  The idea of equal effort and 
commitment in both academic and sporting demands is highlighted.  
“Things that make it possible for the team to run smoothly.”  The sum of parts, making a 
bigger whole that is successful, is indicative of a system. 
 
4.10.5.4          HEI 4 connotations on support services   
 
Connotations, derived from the management of HEI 4, on student-athlete support services 
reported four super themes and three prominent themes. The super themes that stemmed 
were those of 1) responsiveness, otherwise the willingness and enthusiasm deliver proper 
and suitable services; 2) system, accenting the importance of interrelated parts working 
together; 3) support, in addressing the needs of the student-athletes and making provision 
for their needs; and 4) holistic, whereby the aim is to deliver on an all- inclusive approach
                
Figure 4. 3 :  Connotation of support services word cloud of HEI 3  
 
 
when it comes to support services. The prominent themes outlined where those of 1) 
empathy, highlighting a compassionate and understanding approach were determined when 
dealing with student-athletes; 2) effective, with focus on the delivery of service being 
unvaryingly and accurate; and 3) academic, depicting tasks such as mentoring, tutoring, 
guidance, related to educational responsibilities of the student-athlete (Graph 4.4) 
 
 
Excerpts outlining the super and prominent themes derived from interviews with HEI 4 
management follow:  
“On and off the field support…we strive to do this with our menu of support services. Sure, 
we might not have everything but enough to provide support” This extract highlights the 
assurance that the HEI has with regards to dealing with their student-athletes.  
“Any service required to fulfil the goals of the club, institution and player, student-athletes 
are seen as a university’s responsibility, we aim to meet their need with our different support 
service team.”  This passage clearly outlines the readiness and apt that this HEI intend to 
deliver on as a structure.  
“Assist students to focus on both academic and sporting demands, be whole as a student-
athlete... as an institution we focus on having services that encourage this.”  The emergent 
properties of holism are underlined in this quote.  
 






 4.10.5.5  HEI 5’s connotations on support services  
 
Connotations derived from interviews with HEI 5 interviewees outlined three super themes, 
support, empathy and system; three prominent themes, 1) responsiveness, 2) performance 
and 3) balance; and two less prominent or operational definitions, were those of holistic and 
deliver. Similar to previous code or theme denotations, support emphasized the willingness 
and responsiveness to deliver on means and methods to assist the student-athlete to 
perform. The super code of empathy outlined the HEI’s attributes in delivering these support 
services, through communication, caring and understanding. More so, in coordinating these 
means and methods with their underlying attributes, underscored the structure or system 
that is being implemented. The prominent theme of balance underscores the importance of 
providing a means to the student-athlete to balance both student and academic life; 
performance, delineating support services as building blocks with which student-athletes 
can progress. With services being readily available, highlighting the responsiveness theme, 
the university is confident in its holistic delivery of support services (See figure 4.5).  
  
 
Excerpts highlighting the super and prominent themes and operational definitions of HEI 5 
are outlined below:  
“It’s when you support the players, building them for the future and helping them strike a 
balance between student life and athlete life.” This comment outlines the vision of a holistic 










“Services that are put in place, work together, to assist an individual to execute their 
responsibilities, that is academic work and sporting performance well…” Through an orderly 
method or approach, components become connected in allowing the student-athlete to 
flourish in both academic work and sporting goals.  
 
 4.10.5.6  HEI 6’s connotations on support services  
 
Connotations derived from interviewees of HEI 6, highlighted three super themes such as 
balance and reliability, expressing the competence and thoroughness in the provision of 
resources and/or services; and system, whereby the institution aims to deliver an 
environment that is favourable and encouraging for the student-athlete. Furthermore, three 
prominent themes were outlined namely, 1) assurance, whereby competent and people 
orientated personnel are highlighted as a cornerstone in the delivery of support services; 2) 
resources, representative of corporal facilities, equipment, materials and personnel; and 3) 
responsiveness, with support services being pertinent and personnel willing to assist the 
student-athlete (See figure 4.6).  
 
Excerpts from the interviewees highlighting these themes can be found below:  
“…being united in terms of supporting the student, the end vision and goal should be the 
student-athlete and their success, they are important to us.” This comment pertains to 
assurance orientated approach to the student-athlete viewed as clients of the university.  
“Offering assistance and creating a platform for the student-athletes while they are still 
playing their sports, doing classroom activities and for them to participate in a conducive 
environment.” This comment outlines the overall system and apt approach that is put forth 
by this HEI for its student-athletes.   
“Our support services are for everyone, support for women players in all ways possible, with 
all the necessary services to help them be successful.” This passage denotes the equality 
and fairness, that is unvaryingly for everyone.   
“They say the whole is greater than the sum of parts, I see our support services as so. We 
might all be experts in our areas, but together we are so much stronger. Our performance 
standings speak for themselves.” This excerpt highlights the concept of working together as 






4.10.5.7  HEI 7’s connotations on support services   
 
Connotations that were outlined from management at HEI 7 highlighted one super code, 
resources, whereby the university is believed to make provision of all tangibles required by 
a student-athlete to succeed. Coupled to this connotation is the prominent theme of dreams, 
where support services are seen as a means to assist a student-athlete to progress and 










Excerpts from the interviews highlight the respective above-mentioned themes:  
 
“Support services can be training equipment and kits. Oh yes, technical stuff too.” This 
comment highlights the basic understanding of support services through the means of 




Figure 4. 6 :  Connotation of support services word cloud HEI 6  




“…it is about giving courage, equipment, facilities, attire… whatever the institution can to 
help them with their needs.” This passage outlines the stance of the university with regards 
to be empathetic to that which the student-athlete requires.  
 
 4.10.5.8  HEI 8’s connotations on support services  
 
Overall, the connotations that have been reported have shone a positive light on the student-
athlete support services at the respective institutions. HEI 8 however, outlined a somewhat 
negative perception. Connotations for student-athlete support services at HEI 8 outlined 
three super codes namely 1) inequality, 2) limited and 3) academic. The first two go hand in 
hand, as they identify the lack, if not, the absence of support and resources for their student-
athletes. The third super theme is that of academic, which expresses the university’s 
academic orientation.  Patriarchal was outlined as the only prominent theme, as the lack or 
absence of support and services was directed to the female student-athletes. Coupled to 
this were two operational definitions linking to patriarchy and inequality, with the struggle of 
no support and unequal provision of resources for the women’s team (See figure 4.8).   
 
Excerpts outlining HEI 8’s connotations of support services:  
 
“...the guys are praised like we don’t exist. When the ladies train, the guys will take all the 
pitches and we will find a space to squeeze in, which is unfair.” This passage highlights the 
struggle and unfairness experienced by the management of HEI 7.  
“To me it means to give support, we need to be supported as ladies. We need all the things 
the guys have.” This statement expresses the limited responsiveness and assurance given 
towards the student-athletes.  
“Support must be given to everyone equally, so everyone can do well, not just the boys.” 
The above three quotes pertain to the concept of lack in equality in the way male and female 
teams are managed.  
“Support services basically is when you look at it from an academic role point of view, how 
best can you support those so that they can get their qualification. This is the main reason 
why the girls are here, to graduate.” A clear indication on the academic orientation of the 





 4.10.5.9    Overall HEIs’ connotations on support services  
  
The integrated word cloud across all HEIs, see graph 4.9, for the connotations of student-
athlete support services clearly reports on one super code, that of support. The more 
prominent themes are those of 1) empathy, in providing good communication, understanding 
and personalised attention to the student-athletes; 2) system, many components made up 
of different parts or services that come together; 3) balance and holism, denoting that the 
support services in their conceptualization or otherwise their system, echoes notions and 
values that address both academic and sporting needs and responsibilities. The last 
prominent theme evident in the word cloud, is that of 4) responsiveness. Support services 
at HEIs should be made pertinent and available to the student-athletes’ needs. More 
operational definitions, highlight resources, effectiveness, knowledge and reliability as a 
means to improve or deliver. With the exception of the one university’s challenges of 
inequality and patriarchal management surrounding the provision of resources, overall, the 
connotation of student-athlete support services comprises of positive connotations.   
  













4.11 The availability of student-athlete support services outlined by HEIs’  
management  
 
To establish the list of support services available at HEIs, respondents were posed with the 
following question (Q4): What support services does your HEI offer and to what extent do 
you believe they are being efficiently delivered? Within table 4.5, the available support 
services are visually outlined. It is to be noted that these are the support services that the 
management within the women football structures are aware of, that are ‘in-house’, or 
otherwise on-site and are readily available to student-athletes.   
 
By observing table 4.5, it is clear that the management of HEI 1, HEI 2, HEI 6 and HEI 4 
have highlighted their institutions to be positioned well with regards to resources and the  
offerings that they are able to deliver on. On the contrary, the management of HEI 5, HEI 7 
and HEI 8, highlighted limited resources with regards to the provision of support services for 
their women football teams.    














Figure 4. 9 :  Overall connotation of support services word cloud of HEIs  
 
 
Table 4.5: The availability of student-athlete support services across HEIs in Gauteng  
HEI    STUDENT-ATHLETE SUPPORT SERVICES AS INDICATED BY MANAGEMENT  
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The above table and word clouds are exemplified by comments made by the management 
interviewed:  
“HEI 8 has a satellite club at one of its campuses, with no lighting, no field that is 
maintained. At the moment there are no support services, we rely on ourselves and team 
spirit.” This comment pertains to the frustration that women’s football management 
experience when there is no institutional support.  
“…the first priority of the university is to be a graduate; we take our student-athletes’ 
academics very seriously. We provide an academic advisor over and above the sport 
support services such as a biokineticist (Bio), sport scientists (SS), hydro pool, dietician  
(diet) physio, coaches and facilities.” This excerpt outlines that the focus of some HEIs is 
both academic and sport.  
“Student-athletes need support to complete their qualification, it is vital for their post 
sporting career. There is a big need for academic advisors and tutors throughout the 
year.” This comment outlines the importance of education and academic assistance for 
student-athletes.   
“Scholarships are urgent so that we can attract ladies and encourage them to join the 
team. There are a lot of ladies who want to play soccer but once they hear that sometimes 
we are treated somehow, or we don’t have other things because of financial issues they 
tend to pull back.” This excerpt highlights the urgency and importance of funding in the 
form of scholarships for student-athletes.   
 
4.12 The overall perception of HEIs’ management on the most important student- 
athlete support service   
In order to ascertain what HEIs’ management, perceive as the most important student-
athlete support service, participants were posed the following question (Q5): Which 




athlete? This question outlined one super theme being that of scholarship, which denotes 
not only the funding but the administration around covering the expenses associated with 
being not only a student, but an athlete as well. Furthermore, two prominent theories were 
highlighted. Firstly, in the form of academic support, comprising of academic mentors, 
tutors and guidance. Secondly, strength and conditioning, expressing both the facility as 
well as the knowledge of the personnel to plan training programmes, guide student-
athletes based on sport specific positions and assess the gaps in which to improve on to 
achieve optimal performance on the sporting field. Other less prominent themes that were 
derived from this question was that of nutrition, where the administering of nutritional 
supplements was the prominent component mentioned; facilities, or tangibles with focus 
on either the improvement of facilities that are existent or the right of usage or dedicated 
facilities for women football as well as competent personnel offering specialised services 
(i.e., rehabilitation, physiotherapist on site).  Part of the tangibles highlighted was that of 
accommodation, but specifically accommodation dedicated to sport athletes in the form 
of a sport residence (See graph 4.10).  
 
Excerpts that highlight the perceptions of management around the most important support 
service are found below:  
  
“Although we offer sport bursaries, they are not 100% full bursaries. The player is not 
happy and will be stressed. They worry about if they will ever be able to graduate, who 
Figure 4. 10 :  Management’s perception of the most important student -  





will pay their fees.” The comment highlights the importance of financial support for 
student-athletes to perform both on and off the field.  
“Proper facilities, we need proper facilities to avoid injuries to our student-athletes. It has 
to be proper so that we enjoy playing on it and it’s about having fun.” This quote reports 
on the need of proper training facilities for student-athletes.  
“Services put in place are in the form of scholarships, strength & conditioning and 
paramedic.” This comment demonstrates limited facilities that are on site for women’s 
football.  
4.13 Higher Education Institutions’ (HEIs) ‘wishlist’ of student-athlete support  
services  
In order to establish what other support services management deemed essential to add 
value to their current support services for women’s football, the following question was 
posed (Q7): Are there any other support services you think are important and should be 
added onto the services that you currently provide for students?   
 
4.13.1  Wishlist word cloud for HEI 1 management  
In figure 4.11, the wishlist word cloud for HEI 1 depicts a super theme of scholarship, 
funding to address all financial needs that come with being a student-athlete. The 
prominent themes were highlighted as residence, specifically mentioned was a sporting 
residence for the student-athlete and the team. Other themes that were manifested was 
that of the support service of a sport psychologist, to assist with the mental pressures 
associated in being a student-athlete; digital gadgets, with a direct mention on technology 
integrated within the strength and conditioning component (i.e., GPS system).  
Excerpts that highlight HEI 1’s management wishlist:  
“Part of performing is the ability to have your team altogether in one place, knowing they 




needed.” This excerpt pertains to the yearning of the respondent for a sporting 
residence.  
“… Money talks and if there are no proper scholarships…the full ones that look after the 
athlete, how can I keep my players happy or provide for them?” This passage outlines 
financial support as the basis of support service operations.   
“Something or someone is needed, that can help the players or the team to be 
extraordinary to perform to their best of their availability.” This quote expressed how 
management believed that there is a need for the services of a sport psychologist to add 
the difference in performance.  
  
 
4.13.2  Wishlist word cloud for HEI 2 management  
  
The wishlist word cloud for HEI 2 outlined two super themes namely that of scholarship 
and residence. Similarly, to HEI 1, these themes highlighted the need for funds to be 
provided to and managed, for the student-athlete in order for them to successfully deliver 
in both roles; with the super theme residence, management cited accessibility and safety 
as a challenge for their student-athletes when it came to accommodation. Prominent 
themes denoted where those of training kit, the provision of attire specifically for practices; 
sport science institute, highlighting a centre specialised for athletes. Other operational 
codes that emerged were those of nutrition, highlighting the management and 
consultation of the student-athlete’s diet; and a sport psychologist, underscoring added 
value that such a service would bring to the HEI (See figure 4.12).  




Some excerpts from interviews with HEI 2 follow:  
“When you give a player bursary, there is a lot of weight taken off their shoulders. Who 
will pay their fees, their food, their books? Money is something that can motivate the 
players.” This excerpt expressed the importance of being able to offer the financial safety 
to student-athletes.  
“I really wish for a sporting residence; this will help me be ok and not worry about my girls 
leaving campus late after practice. You know not all have NSFAS or family that give them 
money to stay close to the grounds. Practice times could be different, me and the girls 
would feel safer.” This comment outlines the challenge experienced by both student and 
management in not having a dedicated residence for student-athletes and the need for 
funding.  
“We might be ranked high in the province, but can you believe, we do not have training 
kit for the girls?  Having different training kit for training, for warmup and matches will 
attract player, we will look more serious.” This quote expresses the bidding that 
management makes with regards to the provision of resources such as training gear so 
that the girls are taken more seriously.  
“It is important for female athlete because they are emotional beings, they need to focus 
on the match, not their problems with their boyfriend or their friend. They bring this on the 
field and don’t focus on playing” This comment pertains to the importance of having a 
sport psychologist to practice and apply mental coping within the team.  
 





4.13.3    Wishlist word cloud for HEI 3 management  
The word cloud for HEI 3 highlighted two super themes, that of residence, whereby an 
abode or place of shelter is underscored as the primary need for student-athletes and 
management in order to have a team and that of scholarship, the financial means to cover 
the daily expenses of a student-athlete (See figure 4.13).   
The following quote depicts the wishlist word cloud for HEI 3:  
“These girls have talent, lots, but I need provide them with two big things, money and a 
roof. The rest will come with time.” This comment outlines the fundamental needs and 
missing resources required to deliver a service.   
 
4.13.4    Wishlist word cloud for HEI 4 management  
The super theme that emerged with regards to HEI 4’s wishlist of support services was 
that of nutrition and a video analyst. The need to add value to pre-existing support 
services was underscored, with more specialised and technical skills needed in the form 
of nutritional supplementation for student-athletes as well as in-depth intelligent data 
analysis on the field of play. Coupled to this was the prominent theme of scholarship, yet 
again, highlighted as a requirement to assist management to keep student-athletes 
satisfied (See figure 4.14).   
The following passages highlight the wishlist, for HEI 4 during the interviews with their 
management, that emerged:  
“We are lucky to have the basic services but we a coach that is international and with it 
comes attention to detail. A video analyst will assist with dissecting game play, strategies, 
opponent’s weaknesses and strengths. It will put us a step ahead of the rest.” This quote 




expresses how management look to use technology and updated methods to give them 
the advantage over their counterparts.  
“I want the girls to eat, breathe and live soccer. This includes taking nutritional 
supplements to give them that extra push, but I need a sponsor. The girls cannot afford 
to supplement themselves and we need an expert to do consult with, to inform us on what, 
where and how of supplements.” This comment outlines the importance and provision of 
nutrition as a support service.   
  
 
4.13.5    Wishlist word cloud for HEI 5 management  
The super theme that emerged from HEI 5 management interviews was that of 
scholarship. Regarded as a predominantly academic focused HEI, the management 
reported their yearning for monetary support to enable them to support the girls as football 
players (See figure 4.15).  
An excerpt that highlights this notion is presented below:  
“Our institution has many support services, but they for school. Money for soccer can help 
the club do more that is for soccer and only soccer.” This comment expresses 
management’s plea for financial support in order to deliver some support to the student-
athletes.  
Figure 4. 14 :  Support services wishlist of HEI 4  
  




4.13.6 Wishlist word cloud for HEI 6 
As one of the HEI will more support services available to their student-athletes, the 
wishlist for this HEI emerged a super theme of scholarship, with specific focus on the 
concept of professionalism and paying their athletes salaries. The prominent theme was 
that of a feeder system, whereby mention was made of a system to start delivering 
support services to students that have potential of becoming HEI student-athletes. A 
video analyst was outlined as a less prominent theme (See figure 4.16).  
Quotes that outline HEI 6’s wishlist are outlined below:  
“Helping and creating a platform for the student-athletes is there, we have managed to 
do that. There are a lot of pressures though, some of these girls need more than just an 
academic bursary and some stipend...some are the bread winners for their families, and 
the bursary is not enough. We play in many leagues and if we want these girls to take 
soccer more seriously like professionals, to stay at the top, we need to treat them so by 
paying them.” This quote pertains to the importance of providing financially to enable 
some sort of semi-professionalism culture with women’s football.  
“Years of a student-athlete are counted, we need to have a pool of potentials to pick from, 
grow them in order to sustain our performance. We have some feeder outlets already but 
a more thorough and structured approach is required, we need agreements with high 
schools, the best ones.” This comment outlines the importance of having a succession 
plan of players to develop to ensure performance sustainability.    
Figure 4. 15 :  Support services wishlist word cloud of HEI 5 management  
  




4.13.7 Wishlist word cloud for HEI 7 
The super theme and prominent themes from HEI 7 highlight the need of provision of 
resources, namely an allowance, the funding source that not only focusses on education 
expenses but an allowance enabling a student-athlete to not only cover their daily 
expenses but have a livelihood. Supporting the super theme is the prominent theme of 
scholarship, and then training field. Management at this HEI, outlined a clear need to be 
given the basic resources in order to provide some type of support service to the women 
football student-athletes (See figure 4.17).  
 
  
Figure 4.17: Support services wishlist word cloud of HEI 7  
    
Excerpts highlighting the above word cloud are found below:  
“You cannot play when you are scared to tackle someone because of getting injured on 
a bad ground. If you have a proper facility, you get a structure of how you going to plan 
your things”. This quote is indicative of the importance in provision and housekeeping of 
facilities for successful delivery of a support service.  
Figure 4. 16 :  Support services wishlist word cloud of HEI 6  
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“Two campus teams and we use the same field, and this becomes a disadvantage. Teams 
get used to playing small sided-games instead of full field.” This excerpt outlines the 
importance of tangibles provision.  
“Incentives when achieving goals like after the league, if you can achieve a certain 
position, we will take you out or give you a performance bonus.” This comment outlines 
the need for financial incentives as motivation for good performance.  
  
4.13.8 Wishlist word cloud for HEI 8 
The emergence of one super theme, namely recognition, clearly indicated the ideology 
and challenge that the women’s football management is having in delivering a service. In 
addition, prominent themes such as scholarship and opportunities highlighted the need 
for women’s football to be promoted to gain exposure and grow (See figure 4.18).   
The following excerpts highlight the support services wanted by management at HEI 8:  
“When you give a player a bursary or full scholarship, there is a lot of weight taken of her 
shoulders and that makes her a happy player. A happy player always performs better, 
and they will even go the extra mile.” This excerpt highlights the difference that a full 
scholarship can make for the student-athlete.  
“...We will be able to get more and more people interested in playing for the team, 
especially ladies on campus because they feel like football is just for guys.” This quote 
pertains to recognition wanted from all stakeholders.  
“If the team can affiliate and compete in other leagues like women ABSA and SASOL, not 
only university league, but it will also help the team, the girls, the sport.” This quote 
highlights the need for more opportunities to assist with the growth and exposure of the 
sport.  






4.13.9 The overall Higher Education Institutions’ (HEIs) ‘wishlist’ of student-athlete 
support services  
Management’s integrated ‘wishlist’ for HEIs across Gauteng for women football denoted 
one super theme. This super theme was the provision and management of scholarships, 
in the form of tuition fees, support service expenses, lodging expenses and living 
allowances. The prominent themes were those of residence, whereby management 
highlighted the need to have all student-athletes residing in one sport specific residence 
where all sporting needs could be catered for. Secondly, nutrition, where a dietician would 
oversee and allocate specialised nutritional plans for each student-athlete and a video 
analyst, who would be able to analyze data and process information based on game 
plays, opponents, team status etc. Linked to video analyst was operational definitions of 
intelligent technological gadgets, a dedicated academy where sport specific medical 
personnel such as a sport physician and sport psychologists could be consulted. 
Operational themes such as opportunities, facilities, recognition were highlighted by those 
institutions that do not possess the basic support services or tangibles such as facilities, 
equipment, materials and personnel (See figure 4.19).   
Figure 4. 18 :  Support services wishlist word cloud  HEI 8  
  







4.14 Integration phase of the study  
The integration phase of the mixed method design refers to the integration or merging of 
both the quantitative results and the qualitative results from the two datasets. The 
integration phase adopted a merging approach through the use of a joint display that is 
illustrated by statistics-themes or side by side comparisons.   
The integration focuses on the concordance of both sets of results highlighting both 
inferences and insights. Furthermore, to draw conclusions between result domain and 
alignment to SQM dimensions, a ‘checklist’ demarcating the dimensions of service quality 














Figure 4. 19 : Overall support services wishlist word cloud    
across HEIs   
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services such as a 
biokineticist (Bio), 
sport scientists (SS), 
hydro pool, dietician 
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The findings of all three research phases of this study were reported on. The first phase 
stemming from the questionnaire outlined the demographic of the student-athletes, their 
racial classification, level of education enrolled in and playing position within their team.  
The profiling highlighted that the participants were dominantly African, with the majority 
of them studying towards a degree and within the 21-25yr age bracket. The next 
concept reported on was the student-athletes’ connotation of support services. Overall, 
their notion of support services was moulded around a holistic management system 
that is personalised to their needs, and in so being a system of resource provision. 
There was a negative connotation assigned to support services, dominantly due to the 
gender ideology that was present within that HEI. The availability of support services 
highlighted three dominant HEIs in the forefront. The main support services delineated 
were in the form of strength and conditioning, physiotherapy, administration of 
scholarships, and academic support with counselling and nutrition being the least 
utilised.  
 
Additionally, there was a clear indication that the support services of physiotherapy, 
administration of scholarships and nutrition, without adequate communication, student-
athletes were not aware of these support services. In turn, overall communication of 
support services was occurring through the means of managers, coaches and the sport 
bureaus of the respective institutions.   More so, the perceptions of student-athletes on 
which support service is deemed as most important resulted with the administration and 
provision of scholarships, followed by academic support, physiotherapy, strength and 
conditioning, nutrition and then counselling.  
 
Findings on the comparisons of HEIs support services quality depicted HEI 1, HEI 6 
and HEI 2 as the forerunners of delivering quality support services, followed by HEI 3, 
HEI 4 and HEI 5. Lower down the order were those of HEI 8 and HEI 7 due to the 
insufficiency of resource provision and the gender ideology present within broader 
management structures. The next concept was that of a ‘wishlist’ of support services 




were the prominent items ‘wished’ for, followed by a dedicated sporting residence and 
a sport psychologist. Furthermore, mention of a sport specific medical institute whereby 
the services of a sport psychologist, sport physician, dietician etc. was reported as 
another item yearned for.  The last section of quantitative findings reported on was the 
cited indicators of a quality system from the student-athlete perspective. The 
management function of having a goal or objective through planning, and delivering 
structured programmes through staff that is competent, disciplined, committed and 
punctual.  
 
The qualitative phase of the study reported on findings that stemmed from the semi-
structured interviews with the HEI management of women’s football. The demographic 
profiling depicted a male dominated management team with average experience. 
Similarly, the connotations of support services perceived by management was outlined 
by HEI as well as a collective. Collectively, the emerging themes were those of support, 
system holistic and balance. Less prominent themes that were cited were those of 
responsiveness and having empathy. Adding to the qualitative findings were the 
availability of support services as identified by management, illustrated through a table, 
clearly highlighting 3 HEIs at the forefront (HEI 1, HEI 6 and HEI 2) with HEI 7 and HEI 
8 in the lower order of availability of support services. Findings on HEI management’s 
perceptions of the most important support service illustrated that of administration and 
sourcing of funds. This was followed by strength and conditioning and academic 
support. The last qualitative findings were based on HEI management’s wishlist of 
support services. Mirroring the themes that emerged under the section of most 
important support services, were administration and sourcing of funds (scholarships), 
then the provision of resources in the form of a sport residence and a nutritionist. 
 
The last phase of the study was reported through a merging of the two datasets, 
quantitative and qualitative, through the use of a joint display. The integration of results 
allowed for conclusions to be drawn and for inferences and insights to be delineated. In 
addition, through the joint display, the dimensions of SQM were recorded on the basis 
of the merging of both sets of findings. 






5. Introduction  
 
The triangulation or integration of results of the various research phases, revealed 
various insights into the connotations, availability and communication means 
surrounding student-athlete support services at HEIs. In addition, the level of 
importance assigned to support services and those yearned for by student-athletes and 
management in women football is discussed. With regards to perceived quality, the 
quality of support services experienced and a comparison of the quality of support 
services across HEIs is considered.   
 
5.1. Discussion on results of quantitative phase of research   
 
5.1.1  Discussion on student-athletes’ connotation of student-athlete  
support services  
 
In this study, connotations of support services outlined a general understanding of what 
student-athlete support services were. Student-athletes connoted support services as 
structures that deliver on holism or an all-inclusive support structure, to specifically 
assist with the balancing of both academic and sporting demands. This finding is 
comparable with van Rens, Ashley & Steele (2019) and Hakker (2019) in that the role 
of the university in providing support services, should encompass an overall wellbeing 
of their student-athletes, that include both educational and athletic performance. 
Furthermore, this finding concurred with Ghenghesh (2018), Thomas, Hill, O’ Mahony 
and Yorke (2017) and Yale (2019) that highlighted support services as a system of 
multidisciplinary parts related to sport wellness that worked symbiotically to serve 
student-athletes. Other connotations that emerged for student-athlete support services 
was the provision of resources that would be able to support the student-athletes both 
on and off the field. This finding posits studies of Hodes et al. (2015), Gaston-Gayles 




support services should be made available on and off the field in order to deliver well-
rounded individuals.   
 
An interesting finding was the connotation of support services tailored for the male 
student-athletes needs and the lack of support and resources for the women’s team. 
This finding demonstrates similarity with Ogunniyi (2015) who highlighted barriers 
related to inequalities or lack of multiple resources and hegemonic structures on women 
footballers in Johannesburg and Cape Town. This finding further advocates Gauteng 
Women in Sport Dialogue (2019) with elements such as quality delivery being 
necessary for success.   
 
5.1.2    Discussion on the availability of support services offered at the  
respective HEIs  
 
This study found that the available of support services at the respective Gauteng HEIs 
were strength & conditioning, physiotherapy, management of scholarships and 
academic support/guidance, counselling, and nutrition. This overall finding supports 
studies of Hodes et al. (2015) and Gaston-Gayles & Baker (2015) with similar 
availability of support services in colleges. The findings of strength and conditioning and 
physiotherapy as the most readily available support services at some Gauteng HEIs is 
comparable to findings by Peterson (2014). It demonstrated strength and conditioning 
was delineated as a support service required to meet the needs of the team and 
student-athlete to ensure optimal performance on the field. Similarly, the finding on 
physiotherapy as a readily available support service concurred with Bundon and Clarke 
(2012), that reported on athletes always having access to a physiotherapist during 
training, competition, and post-competition. However, this study does not advocate 
Claxton’s (2013) finding on career guidance given as a support service to enable 
student-athletes to make informed educational choices upon enrolling into higher 







5.1.3    Discussion on student-athletes’ awareness of support services  
 
Throughout this study, the awareness on each given support service appears to be 
higher than its utilisation with only the support services of physiotherapy, nutrition and 
management of scholarships reporting a direct relationship between awareness and 
utilisation.   
 
The efficiency and effectiveness of communication and communication channels is vital 
for the daily operations as well as the creation of awareness. In this study, it was found 
that communication was present, and was delivered through various means of 
communication. This finding posits Jham (2018) in that adequate and effective 
communication lines are emphasised as significant when working with student-athletes 
to inform them of available resources.   
 
When it came to the various means or forms of communication within this study, it was 
stated that HEIs had a vast number of communication channels at their disposal to 
create awareness of student-athlete support services, with the club manager and coach 
being viewed as being the most prominent communication channel. This finding 
concurs with the concept of the ST models component of feedback connecting the 
output to the input highlighted by Teece (2018) with communication seen as a tool to 
create awareness of the different support services offered at universities.   
 
Whether communicating with the coaches about training or with professors about 
academic progress, information sharing is important. This is because communication 
creates awareness, awareness will then encourage utilisation, and this could lead to 
better an all-rounded student-athlete (Jham, 2018).  
 
5.1.4      Discussion on student-athletes’ utilisation of support services  
 
This study found strength and conditioning as one of the most prominent support 




and Stone’s (2016) notion that without strength and conditioning, an athlete will not be 
prepared to perform on the playing field and is the primary responsibility of the athlete.   
On the opposite end of utilisation, within this study nutrition was reported with the lowest 
frequency. Student-athletes claimed that their concern was not what they ate rather if 
they had any food to consume. As such, the importance of nutrition as a support service 
for these student-athletes was low. This finding differs from Maughan (2014), where 
both revealed that student-athletes or competitive athletes believed that proper nutrition 
greatly enhanced their sporting and mental performance. Additionally, this finding 
opposes that of Holtzman & Ackerman (2019) who outlines that dietary practices of 
university student-athletes were reported as a great concern to student-athletes to their 
intensive and demanding training schedules that required an enhanced optimal 
nutritional intake.   
 
With just over 50% of the students making use of the academic support services, this 
finding cannot be comparable to Barker’s (2020) denotation of a student-athlete, where 
priority was given to academics and then to support.   
 
5.1.5  Discussion on student-athletes’ perception on the importance of support  
at respective HEIs  
 
This study revealed the allocation and management of scholarships as a priority. 
Student-athletes from disadvantaged backgrounds would not be able to pay for tuition, 
accommodation, and food without this funding. This is due to the students’ 
disadvantageous backgrounds and socio-economic standing which concurs with 
Burnett’s (2010) national study.   
 
Following management scholarship and academic support was highlighted as the 
second most important support service for this study as student-athletes are under 
immense pressure to perform academically. Students thus require academic advisors 
and tutors throughout the year to support them in completing their qualifications. These 
findings correlate with Supriyanto Widiaty, Abdullah and Yustiana’s (2019) study 




the best opportunities to succeed not only on the field of play, but also in the classroom. 
Many, but not all university sporting departments offer several student-athlete support 
services, which include but are not limited to, career and life skills development, 
academic advising and monitoring eligibility and academic support service. 
 
Counselling, on the other hand, as a support service within this study was reported as 
the least important of the support services. This finding differs from that of Halterman 
et al. (2020), where counselling was seen as a fundamental support service in that the 
application of mental health, psychological or human development principles through 
cognitive, affective, behavioural and/or systematic interventions addressed wellness, 
personal growth in the lives of student-athletes.  
 
5.1.6  Discussion on the comparison of support services HEIs by student- 
athletes  
 
The perception is that there are three HEIs offering better quality support services. The 
possible reasons for this is based on the availability and accessibility of support services 
of these HEIs. This finding exemplifies the notion of service quality management where 
HEIs in ensuring they deliver a service aligned to the needs and expectations of their 
customers/student-athletes they will achieve loyalty and quality. Furthermore, the 
current standings or performance of these HEIs further supports Tinto (2014) who 
outlined that without the appropriate support services in academics and sports, the 
opportunity for student-athletes to succeed both on and off the field is limited.  
Furthermore, this finding is comparable to that of Groenewald (2015) who reported that 
the need for effective delivery of support services for student-athletes is vital to achieve 
both academic and sports goals.  
 
While other participants perceive institutions like HEI 1 and HEI 6 as possessing quality 
support services for the female football players, this study shows that HEI 8’s student-
athletes in comparing themselves to their male counterparts, were hindered due to the 
lack of support and provision of resources.  This gender bias in the lack of support and 




historic exclusion of women in football, marking this sport as a men’s territory, has been 
a site of rigid expression of chauvinist masculinity, manifesting in limited access to 
opportunities, resources and support for women playing this sport.   
 
5.1.7  Discussion on student-athletes’ ‘wishlist’ of support services  
 
Each HEI comes with its own weaknesses and challenges but strive to improve in all 
areas to be in the position to deliver on a quality service to their student-athletes. The  
‘wishlists’ of each university highlighted those resources or support services that they 
were not in the possession of, or did not have enough of, to enable them to provide a 
more enhance quality service.  
 
Overall, the ‘wishlist’ of support services across the HEIs included the allocation and 
management of student-athletes as professionals, allocation and management of 
scholarship and a sport psychologist. Yet again the yearning to be provided with more 
financial resources or aids highlights the socio-economic backgrounds and difficulty that 
student-athletes are experiencing outlined in Burnett’s (2010) national impact study on 
HEIs that reported student-athletes from smaller tertiary institutions did not receive any 
financial supporting and therefore battled to cover travelling, accommodation and meal 
costs. With regards to support services such as a medical centre with sport specific 
staff, this idea posits that of Hodes et al., (2015) where academic and training centres 
are being set up to mirror a more integrated professional approach.  
 
Other services included on the wish list were those of a sport psychologist or mental 
skills coaches to assist the players in pre-, during and post-competitions, and in general 
to assist them in coping with the stresses of life. This finding can be compared to that 
of Halterman et al. (2020) who posited the services of a sport psychologist as 
fundamental due to the responsibility and expectations placed on student-athletes to 







5.1.8    Discussion on the quality of HEIs support service systems  
 
The last finding was from the quantitative analysis was that of student-athletes’ 
indicators of what constituted a quality support service. This judging or attitude that 
relates to their experience of the service delivered by their respective HEIs is 
comparable to the concept of service quality as per Martins et al. (2019) definition of 
service quality. In turn, most of these HEIs outlined a combination of the following 
indicators such as planning, structure, competent and experienced personnel, all round 
assistance, diversity management and culture experienced or displayed. These 
indicators demonstrate a similarity to Zeithaml and Bitner’s (1996) dimensions of a 
service quality.   
 
It can thus be proposed that there is a readiness and assurance, some more so than 
others, to provide a quality service to student-athletes. Further, insights and inferences 
will be further elaborated on during the integration phase.    
  
5.2. Discussion on qualitative phase of research   
 
The below discussion is based on the findings derived from the semi-structured 
interviews that were held with the respective HEI management personnel involved with 
women’s football.  The themes that emerged are discussed in line with literature and 
where new themes emerged, as empirical findings based on this study.   
 
5.2.1  Discussion on the demographic profiling of HEI management  
 
The demographic profiling of the interviewees highlighted a male dominated support 
structure amongst administrative, coaching and support staff. This finding mirrors the  
‘backlog’ progress of women’s football highlighted by Desai and Valed (2010) through 
the documentation of African sport. Furthermore, an interesting finding was the years 
of experience held by HEI management, with the majority of management possessing 
1-3 years highlighting overall management to be in their entry phase of their careers. In 




management were of African descent. This finding exemplifies Nothling’s (2010) 
assertion of football being the most popular sport among the majority of the South 
African population.   
 
5.2.2  Discussion on management’s connotations of student-athlete support 
services   
 
Football management structures in this study highlighted a strong connotation of 
student-athlete support services as a supportive system that worked together to assist 
the student-athlete achieve all round. This demonstrates a similarity with Halterman et 
al. (2020) and Cooper (2016), in that the responsibility to aid all round success was that 
of the university in providing a system that addressed both academic and sporting 
needs of the student-athlete otherwise known as a holistic approach.   
 
The overall emphasis across all HEI when it came to student-athlete support services 
was an on-going process of interrelated services and personnel supporting, managing, 
and assisting student-athletes, beyond the sports field in an attempt to empower them 
for their futures. This idea is comparable with the TQM definition as presented by 
Purwati et al. (2021) outlining a system of unrelated parts working together to make a 
single system and deliver on a quality service. Another underlying principle that 
emerged from management’s connotation was that of the commitment and willingness 
to support the student-athlete beyond the sporting field. This notion posits Zeithaml and 
Bitner’s (1996) dimensions of service quality, specifically those of empathy and 
responsiveness.   
 
One of the HEI strongly expressed the association of support services to that of 
inequality, unfairness, and patriarchal ideology. The idea does not concur with Zeithaml 
and Bitner’s (1996) dimension of assurance nor with that of empathy as the higher 
management structures are not considerate nor interested in providing or supporting 
women’s football. Similarly, this ideology is exemplified by the Murray (2010) who 
reported how women’s football was frowned upon being perceived as a threat to 




5.2.3 Discussion on the availability of student-athletes’ support services outlined 
by HEI management  
 
The perceptions of the HEIs women’s football management structures on the availability 
of support services, is aligned to those expressed by their student-athletes. Clear 
pattern of resource discrepancy across the HEIs was evident. This finding exemplifies 
reasons behind the South African Ministry of Education’s (2001), the National Plan for 
Higher Education strategic vision with the major restructuring of South African Higher 
Education Institutions; that is to counteract the effects of apartheid differentiation of 
institutions based on resources, race and binary divisions. Additionally, this resource 
discrepancy is comparable to the findings of Burnett’s (2010) national impact study on 
‘Delivery for the sport industry by South African universities.’  
 
The evident ideology of patriarchy emerged, with football management personnel, of 
two HEIs, raising concerns on the inequality and trivialisation bestowed upon the 
women’s team by higher management as they believed that women’s football did not 
reap vast attention nor return of investment. This finding posits Lofaso (2017) as their 
study highlighted that universities often supported sport programs because of the 
potential financial and social benefit attached to women’s sport versus men’s sport.   
 
5.2.4 Discussion on HEI’s management perception of the most important  
student-athlete support services  
 
Football management structures outlined the importance of scholarship allocation and 
management as a catalyst during recruitment season. It was further noted that the 
funding within a scholarship covered not only the academic student expenses but, 
similarly, the athlete expense aspect. In this regard, this finding corroborates with 
Burnett (2010), whereby students and student-athletes from impoverished backgrounds 
who had received the NSFAS loan, sport or academic bursaries and scholarships, were 
able to pay their tuition and to sustain themselves. Furthermore, Burnett (2010) asserts 
that offering the funding becomes to appealing to student-athletes to desire to affiliate 




Academic support as well as strength and conditioning emerged as focal points when 
it came to importance or priority of support services. These beliefs are exemplified by  
Barker’s (2020) conceptualisation of a student-athlete; where priority and 
preponderance support are given to the student, in the form of academic activities, and 
then as a competitive athlete.  
 
An interesting finding was the low level of importance associated to the support service 
of nutrition by HEI management, even though it was mentioned as a necessary support 
service. This conclusion does not advocate the findings by Cronin et al. (2014) stating 
the importance of nutritional science in the mental, physical and sustainability of the 
student-athlete’s sporting career.  
 
5.2.5  Discussion on the delivery of support services from a management’s view 
  
From a management perspective, an organisation or football club in this instance, is to 
function as a ‘well-oiled machine’ or otherwise a system that delivers on a quality 
service. Ideology that highlighted efforts of management in delivering quality were 
highlighted by the constant referral to working as a system, the challenge of finances 
and provision of resources to the student-athlete. This ideology is indicative of Tudor 
(2014)’s collaborative structure highlighting different sections delivering on a quality 
service. Another indicator was readiness highlighted to assist and provide apt services 
to their student-athletes. This is exemplary of the responsiveness dimension in Zeithaml 
and Bitner’s (1996) dimensions of service quality. In addition, the attention given to the 
needs of the student-athletes highlights the dimension of empathy in the service quality 
model (Zeithaml & Bitner, 1996).  
 
An interesting finding, new to this context and not covered in this study’s literature 
review is the diligence of management, specifically to the HEIs with the least, to be 
resourceful with the little resources that might be allocated to them. The most dominant 
dimension delivered on with regards to service quality is that of responsiveness, 
assurance and empathy. Management of women football at HEIs can be regarded as 





5.2.6  Discussion on the ‘wishlist’ of student-athlete support services of HEIs’ 
management  
 
From management, there was a great emphasis and yearning for scholarships, in the 
form of funding to deliver facilities, equipment, material and personnel, but more so, in 
the form of scholarships to that would be all inclusive of expenses such as, but not 
limited to, tuition fees, lodging expenses and living allowances. This yearning is based 
on the service quality dimensions of tangibles and reliability as outlined by Zeithaml and 
Bitner’s (1996). Without funding of any sort, both support service and student-athlete 
would not be able to operate and similarly so, as management, the ability to execute a 
service unvaryingly and accurately is difficult with funding.   
The ‘wishlist’ of support services extended to a video analyst, a sport physician, a sport 
psychologist etc. This clearly highlights the industriousness of management’s vision for 
women’s football and is supported by Hodes et al. (2015) that reported on the trend of 
colleges making significant investments as an integrated approach system is adopted 
through the setting up of professional centres to cater for all needs of the student-
athlete.  
 
A new finding emerging from this context was the issue of safety and security for 
student-athletes, specifically female athletes in a country with high levels of femicide 
and sexual harassment. A solution to address this concern on the ‘wishlist’, was of 
introduction a dedicated sport residence for women football teams at HEIs.  
  
5.3 Discussion on the merging integration phase of research   
 
Through the merging of data, inferences and insights stemming from the two datasets 
emerged. In addition, an overview ‘scorecard’ based on the Zeithaml and Bitner’s 
(1996) service quality dimensions was purported for each results domain covered within 
this study. These domains are 1) demographics, 2) connotations of services, 3) 




‘wishlist’ of support services, 8) delivery of support service experience and finally, 9) 
comparison of HEIs support services quality.  
 
5.3.1  Merging of demographics datasets  
 
New insights and inferences highlighted within this study is 1) the inexperienced 
personnel that is spearheading women’s football in HEIs. The sport industry is 
constantly changing and developing and new and inexperienced personnel to lead or 
drive a vision forward comes with risk that may be costly. Although, this can be 
welcomed with a fresh approach and enthusiasm, a junior does not have the experience 
nor know the tricks of the trade. Should things go wrong, it can have a big impact on 
the morale of both personnel and student-athletes.  
  
The demographics of women football highlights a dominance in the African race with 
other race minorities. This finding highlights how football is still a popular medium for 
transformation and inclusivity which posits USSA’s (2019) in the formation of SASSU 
which united segregated groups within the South African society.  
  
With the majority of management being male and overseeing the management of 
women, the backlog progress of women football is highlighted. This supports Pelak’s 
(2010) findings on the lack and negligence in paying attention to the needs and 
challenges that women in football experience. The scorecard given to the domain of 
demographics is that of moderate with a positive outlook seeing that 3 of the 5 
dimensions of service quality achieved (Zeithaml & Bitner,1996).  With the 
inexperienced staff currently within the roles of women football, the confidence and 
reliance exuded is low.  
  
5.3.2  Merging of connotation of support services datasets  
 
A clear culture of empowerment and wholeness emerged from the datasets that 




approach. Unfortunately, this positive was overshadowed with a whim of patriarchy 
which is consistent with Murray’s (2010) reported view of football.  
 
Furthermore, a symbiotic understanding and knowledge around support services was 
clearly highlighted by all participants in this study. This is already a good step in the 
right direction when it comes to service quality and the management thereof, as both 
the needs and requirements of customers are known. This finding exemplifies Agabu 
and Pillay (2017)’s definition of service quality in that the consumer’s judgement relates 
to the consumer’s expectation.   
 
The ‘scorecard’, which is a new insight derived from this study, given to HEI support 
services of women football with regards to ideology, knowledge and experience is an 
average with a positive outlook based on the delivery of 3 and of the 5 dimensions with 
reliability and assurance to be improved on based on current ideology and limited 
resources across the HEIs.  
 
5.3.3  Merging of support services availability datasets  
 
The merging of datasets clearly outlined the difference in universities when it came to 
possession of resources. This finding exemplifies the socio-economic backgrounds and 
history of these HEIs highlighting the South African Ministry of Education’s (2001) 
National Plan for Higher Education with a strategic move to integrate the more 
established universities with the, then, smaller HEIs through the restructuring of South 
African Higher Education Institution to counteract the effects of apartheid differentiation 
of institutions based on binary divisions.  
 
New insights derived from this study was the clear indication on limited tangibles in the 
form of support services, specialised personnel, and gender inequalities. ‘The 
scorecard’ for this result domain is very poor; with only service quality dimensions of 






5.3.4  Merging of importance of support services datasets  
 
Inferences highlighted within this result domain reported funding as the focal point in 
the delivery of a support services concurring with Lofaso (2017) outlining how some 
universities invest vast sums of money to support only the top student-athletes. 
However, the ethos of a student first and an athlete second is clear from both student-
athlete and management perspective (Barker, 2020). This highlights an emergent 
positive student-athlete organisation culture echoing Shannon’s (2018) 
conceptualisation component of the qualities of an ideal system.  
 
The lack of importance given to counselling as a support service was an inference of 
this study. This finding opposes McGee (2017) in that management have a good 
understanding of the pressures that the students experience, especially financially. A 
counsellor would assist the student-athlete deal with both academic and personal 
pressures and challenges. Another interesting, and new to this study, finding was the 
poor utilisation of counselling. A deduction from the datasets suggests that participating 
in a traditionally male sport, with male dominated management personnel, the student-
athletes possibly do not feel at ease showing a more vulnerable side of them.  The 
‘scorecard’ for this domain, is good with positive outlook; seeing that 4 of the 5 
dimensions are attained.    
 
5.3.5  Merging of wishlist of support services datasets  
 
The merging of the datasets highlighted a similarity between what both student-athlete 
and management yearn for. A clear need for financial support to be given and to be 
received, highlights that the bursaries or sport bursaries given by the universities are 
not appropriate enough to cover all expenses.  This finding is highlighted by Burnett 
(2010), who identified support via bursaries as limited covering a partial proportion of a 
student-athlete’s expenses.  
 
A new insight of this study, in this context; is the level of needs ranging from basic needs 




and GPS tracking systems). This finding was mirrored in Burnett’s (2010) national 
impact study. The ‘scorecard’ given for this domain is that of moderate with a positive 
outlook as overall substantial tangibles are lacking (funds to secure a place to reside, 
cover tuition and lodging costs). These are basic needs that any individual requires 
before any thought of participating in sport occurs. Additionally, with specialised 
personnel lacking, possibly outsourcing these avocations could be a quick solution to 
rendering this wish true.  
 
5.3.6  Merging of comparison of HEIs quality of support services datasets 
  
Overall, the universities that are ‘ranked’ higher are those with sufficient and readily 
available resources. This discrepancy of resources has been supported throughout this 
study by Burnett’s (2010) national impact study. Similarly, this was the strategic 
reasoning behind the South African Ministry of Education’s (2001) National Plan for 
Higher Education.  When comparing HEIs, the order of HEIs quality of support services 
systems is purely based on the availability of resources. More so, the choice in 
communication mediums and how the student-athletes’ needs and requirements are 
met, are indicators on which management and student-athletes benchmark themselves 
with one another.   With this said, the ‘scorecard’ for this overall domain is that of very 
good, with each HEIs clearly expressing more positive than negative aspects and 
highlighting at least 4 of 5 dimensions of service quality.  
  
5.4  Summary  
 
With regards to the student-athlete support services, it was found that there was a 
general understanding of what support services were with a popular view of a 
multidisciplinary system set to help student-athletes in reaching their optimal 
performance in the classroom and on the field of play.   
 
Regarding availability of support services, commonly found support services across 
HEIs were those of a strength & conditioning, physiotherapy, scholarships, academic 




Gauteng HEIs was highlighted not only by the concern of scarcity, but also by the fact 
that they are not equally available for the male and female student-athletes.   
 
It was further found that although communication of support services was reported, the 
limited forms of communication channels were not based around a formal structure or 
programme of communication. The top seeded teams in the league seemed to have 
had an effective system in place, which stemmed from availability of resources, 
consistent communication through coaches and managers and in turn enabled these 
HEIs to attract more student-athletes with the provision of resources.  
  
Scholarship as a support service, topped the lists of importance and yearning for both 
the student-athlete and management. The overall culture around women football was 
one of holistic empowerment and empathy against the backdrop of socioeconomic 
disparities. Coupled to this, the odd HEI explicitly expressing a patriarchal stance on 






CONLUSION AND RECOMMENDATIONS 
  
 6.  Introduction  
 
The following chapter provides the conclusion, recommendations for HEIs and future 
studies relating to the topic.  
 
6.1 Conclusion  
 
The aim of the study was to investigate student-athlete support services in Higher 
Education Institutions women’s football teams in Gauteng. In order to achieve this aim, 
the study adopted a mixed method approach, each phase with its own research 
objective. These different research objectives, their hypotheses/ research questions, 
how they were addressed, and final conclusions are presented below:  
 
6.1.1 Conclusion of quantitative research phase  
 
The first objective was to examine women football players’ perception regarding 
student-athlete support services in HEI women’s football teams in Gauteng. Through a 
questionnaire, perceptions on the knowledge, availability, usage, communication 
channels, importance given and wishlist, and comparison of HEIs’ quality of support 
services was determined. In addition, the conceptualisations of student-athlete and 
student-athlete support services through the use of a literature review assisted with 
addressing this objective.   
 
In order to answer this quantitative objective, five hypotheses were put forth:   
The first hypothesis:   





○ Ha1:  Student-athletes have knowledge on the concept of student-athlete          
management.  
 
Student-athletes expressed connotations of support services in the forms of 
management systems providing support services through resources (human, physical, 
information, financial), to address the needs with a holistic outcome (balancing). There 
was mention of an ideology of patriarchy within some of the HEIs, that governed the 
way the support services were delivered. Through the use of the questionnaire (Q.2.1) 
the conceptualisation of student-athlete and student-athlete support services, a clear 
understanding of what student-athlete support service management was observed by 
the participants. Thus, the null hypothesis is rejected and alternative accepted.  
 
The second hypothesis:  
 
○ H02:   Support services and structures across Gauteng HEIs for women football           
   teams are not limited  
○ Ha2:   Support services and structures across Gauteng HEIs for women football          
  teams are limited  
 
This hypothesis was addressed through the questionnaire (Q2.2). The findings of this 
study reported limited support services across the Gauteng HEIs for women’s football 
teams with certain support services not offered at the majority of the HEIs. The null 
hypothesis is therefore rejected, and the alternative hypothesis is accepted, as results 
reported the majority of HEIs with limited support services and structures.  
 
The third hypothesis:  
 
○ H03:  The utilisation of available support services is not low due to insufficient 
awareness  






This hypothesis was addressed through the questionnaire (Q 2.3). The results of this 
study outlined that the utilisation of support services was low but not due to the 
unawareness of such support services, as awareness was higher than utilisation. 
However, for the support services of physiotherapy (p=0.238), management of 
scholarships (p=0.252) and nutrition (p=0.214), a statistical significance of statistical 
significance p≥0.05 was observed. Therefore, the alternative hypothesis is rejected and 
the null hypothesis accepted.  
 
The fourth hypothesis was:   
 
○ H04:  Support services are not communicated to the student-athletes by the sport 
directorate  
○ Ha4:  Support services are communicated to the student-athletes by the sport 
directorate  
 
This hypothesis was addressed through the questionnaire (Q 2.5/2.6). The results of 
this study indicate that available support services were communicated to the student-
athletes through different communication mediums. These communication challenges 
derived from the sport directorate, largely through the football manager and the coach. 
Thus, the null hypothesis is rejected, and the alternative hypothesis accepted as there 
were support services communication channels in place by the sport directorate, that 
were set for student-athlete in respective HEIs.  
 
The fifth hypothesis:   
 
○ H05:  Student-athletes do not perceive their support services lower to that of other  
HEI support services  
○ Ha5: Student-athletes perceive their support services lower to that of other HEI  
    support services  
  
The fifth hypothesis was addressed through the questionnaire (Q2.8). The findings 




service than their own HEI. There was a minority who had available support service but 
rated support services for their men’s team better. Thus, the null hypothesis is rejected, 
and the alternative hypothesis accepted.  
 
6.1.2 Conclusion on qualitative research phase  
 
The second objective was to understand the views of HEI management regarding 
current student-athlete support services in HEI women’s football teams in Gauteng. 
Semi-structured interviews were utilised to apprise this research objective. In order to 
address this research objective, the following three research questions were answered:  
 
The first research question:  
• To what extent is management experienced and knowledgeable about student-
athlete support services?  
 
This research question was achieved through the data collection method of semi-
structured interviews (Q1-3). Through these questions, the years of experience and 
understanding of support services and the management thereof was highlighted. 
Overall, management of women football at HEIs, was found to be inexperienced. 
However, findings outlined management that was comprehensive of what support 
services are and the managing of such a service, citing similar ideas and connotations 
as the student-athletes.  Management viewed support services as support through a 
system that encompassed service quality dimensions of empathy, tangibles, 
responsiveness and assurance. In addition, these ideas were supported by the 
definitions of student-athlete, student-athlete support services thought the literature 
study and theoretical frameworks of von Bertalanffy’s (1968) Systems Theory and 
Parasuraman, Zeithaml and Berry’s (1985) Service Quality Management (SQM) 
Theory.  Patriarchal ideology was expressed in higher management’s support, in the 







The second research question:  
 
• How extensive are student-athlete support services in HEI women’s football teams 
in Gauteng from a management perspective?  
 
This second research question was attended to through semi-structured interviews 
(Q4).   
 
The availability of basic support services, academic support and strength and 
conditioning, were observed across the Gauteng HEIs. Although, a discrepancy in 
availability of support services across HEIs was clearly observed with 3 of the 8 
universities depicting a good variety of support services.  Interesting, was the lack of 
importance associated to counselling and nutrition by management, although identified 
as a vital support service to offer.  
 
The third research question:  
 
• How should student-athlete support services in HEI women’s football teams in 
Gauteng be improved from a management perspective?  
 
This research question was addressed through semi-structured interviews (Q6).   A 
more sustainable system of financial support for the daily operations of the clubs were 
of primary concern to management. Similarly, financial assistance in the form of 
scholarships and living expenses for student-athletes was high on the wishlists of HEI 
management. Basic support services such as housing, funding and safety and security 
of student-athletes were deemed a priority. This was followed by latest industrious 
trends such as first-class sport science institutes and an institutionalised feeder system 








6.1.3 Conclusion on integration research phase  
 
The third and last objective for this study was to by comparing students’ perceptions 
and HEI management view regarding student-athlete support services in HEI women’s 
football teams in Gauteng. Through the use of a mixed method approach and illustrated 
with a joint display, similarities and differences were determined. To meet research 
objective 3 related to the integration phase, 3 integrated research questions were 
answered.  
 
The first integration research question:   
 
• How do student-athletes and management’s view on student-athlete support 
services currently offered in HEI women’s football teams in Gauteng correspond?  
• How do student-athletes and management’s view on student-athlete support 
services currently offered in HEI women’s football teams in Gauteng differ?  
 
This integrated research question was addressed through the merging of datasets of 
the availability and connotations derived from both student-athlete and management. 
Evident gaps between the provision of support services at various HEIs with only three 
HEIs with passable resources were discerned. Furthermore, an indication of limited 
experienced and specialised personnel across HEIs, was observed. This highlighted 
the possible socio-economic disparity in the current tertiary education landscape and 
how HEIs mirror society’s social challenges. Overall, there was sound knowledge and 
realistic expectations from both student-athletes and management on support services 
and the management thereof.  
 
The second integrated research question:  
 
• How do support services that student-athletes and management view as necessary 
in HEI women’s football teams in Gauteng correspond?  
• How do support services that student-athletes and management view as necessary 





This research question was addressed through the merging of datasets of the derived 
wishlist of support services, of both student-athlete and management. Both student-
athlete and management deemed scholarship allocation and management as a prime 
need rather than a ‘wish’, to operate and deliver a quality service. Due to the 
socioeconomic disparities existent amongst the student-athletes, basic needs were 
iterated as a priority to deliver on. A holistic culture of balancing and succeeding in both 
academics and in sport, was evident with support services on academics, and strength 
and conditioning coveted for.   
 
The third integration research question:   
 
• How do student-athletes and management’s perception on the quality of their 
support services, in comparison to other HEIs, in HEI women’s football teams in 
Gauteng correspond?  
• How do student-athletes and management’s perception on the quality of their 
support services, in comparison to other HEIs in HEI, women’s football teams in 
Gauteng differ?  
 
This research objective was addressed through the merging of datasets of student-
athlete and management’s perception on delivery of support service experience and 
comparison of HEIs quality of support services. HEIs, with regards to support service 
quality, emerged in groupings. There were three specific groupings, that of above 
median, on the median and below the median line. HEIs (HEI 1, HEI 6 & HEI 2) that 
were positioned above the median, with both student-athletes and management citing 
service quality indicators of preparedness, experience, structure, reliability, 
responsiveness and empathy being implemented. The second grouping, consisted of 
three HEIs (HEI 3, HEI 4 & HEI 5) grouped on the median. Similar indicators of the first 
grouping were cited by to a much lesser extent. The last grouping, or that below the 
median were two HEIs (HEI 7 and HEI 8). A lack of student-athlete or women football 






 6.2  Recommendations for HEIs  
 
 6.2.1  Collaborations with stakeholders  
 
An emerging support service, if not for the challenges that are experienced in running 
sport at tertiary level, is that of funding. Human capital is the most dominant form of 
resources that HEIs possess and should be taken advantage of; with a simple and cost-
effective idea being to create collaborations with internal stakeholders in the form of 
learnerships and Work Integrated Learning (WIL). Final year sport management, 
physiotherapy, biokinetics, coaching, sport science etc. students would not only be able 
to assist teams with the various support service deliverables but gain experience which 
would address the challenge of inexperienced personnel.   
 
Secondly, to alleviate or address the financial challenge of clubs could be to form 
partnerships with external stakeholders based on the underlying notion of corporate 
social responsibility, especially seeing that most of these HEIs are catering for student-
athletes from a disadvantaged background.   
 
 6.2.2  Policy development  
 
Another recommendation would be to introduce a student-athlete policy that will inform 
HEIs management on a structure that is an integration of the three types of systems 
namely concept, concrete and abstract. There should be a consensus on who, what 
and how student-athletes will be managed, and a general organisational culture and 
understanding of who has what responsibility.   
 
 6.2.3  Short courses  
 
Within this study, it emerged that there was a clear ideology of patriarchy present and 
experienced at some HEIs. Short courses or workshops for both management and 




Short course could sensitise management on specific mannerisms and hold them 
accountable when they retract into their old ways. Short courses could equip both 
student-athlete and management personnel, experiencing any form of wrongdoing, with 
the necessary empowerment skills to cope and manage the situations effectively.  
 
 6.2.4  Information Computer Technology in support services  
  
One of the main concepts of service quality management is that of feedback and being 
informed on the ever-changing needs of the organisation’s customers. Similarly, the 
results of communication and communication channels highlights very traditional ways 
of communication, if any. A recommendation would be to introduce a mobile application 
(Android and IOS), endorsed by the HEI, that can be developed to systematically inform 
student-athletes and management on progress made, similar to current health and 
fitness applications found on smart phones and tablets. More so, this application could 
act a form of formal communication in orientating student-athletes, both new and old, 
to existing and new support services. Briefing student-athletes on the requirements, 
expectations, the availability of support services and the importance of each, will go a 
long way in creating an open communication between student-athlete and HEI.    
  
6.3 Recommendations for future studies  
 
Recommendations for future research would include conducting a comparative study 
between male and female student-athletes to identify gaps or discrepancies as 
highlighted by HEIs in this study, specifically to identify what barriers and ideologies are 
present and how they are being manifested at this HEIs. With ample scholars reporting 
on academic and sport support services, an investigation into student engagement with 
available support services, would highlight shortcomings and inform the design process 
of such support services.   
 
With regards to this research, the research was based on a humble depiction of the 
support services currently available at South African HEIs, and since the initialisation of 




and therefore, a recommendation would be to conduct a situational analysis of HEIs 
support services that would act to a follow up on Burnett’s (2010) national impact study 
to gauge or benchmark how HEIs have progressed based on the last decade with 
regards to resources to deliver support services.  
 
With specific focus on sport, future research on the different management structures of 
student-athlete support services of each HEI in South Africa from a high-performance 
management approach could be investigated, breaking down the various environments 
and conducting extensive research on each.  A comparison of best governing practices 
of HEIs could assist in developing a generic management model for support services, 
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Annexure 3 - Informed consent form for management  
 
My name is Christa Kgamphe and I am doing a research study to investigate the student-
athlete management of Gauteng tertiary institutions women’s football players.  The benefit 
of the study could be to assist in the reformulation of structures of women’s football in 
tertiary institutions.    
There is no risk to taking part in this study and answering questions asked. Participation 
in this study is voluntary and should you feel uncomfortable at any time in answering any 
of the questions you may withdraw with no prejudice. All data collected will be 
confidentially treated and group analysed.  
  
INFORMED CONSENT DECLARATION  
  
I am comfortable to interviewed and also grant permission for the conversations to be 
recorded.  
Respondent’s Signature  :           Date:     
   
Witness      :         
  






Annexure 4 - Informed consent form for student-player  
 
Appendix 4.2  
Informed consent - Player’s questionnaire   
My name is Christa Kgamphe and I am doing a research study to investigate the 
studentplayer management of Gauteng tertiary institutions women’s football players.  The 
benefit of the study could be to assist in the reformulation of structures of women’s football 
in tertiary institutions.    
There is no risk to taking part in this study and answering this questionnaire. Participation 
in this study is voluntary and should you feel uncomfortable at any time in answering any 
of the questions you may withdraw with no prejudice.  All data collected will be 
confidentially treated and group analysed  
  
INFORMED CONSENT DECLARATION  
  
I am comfortable to answer the questionnaire  
Player Signature :        Date:        







Annexure 5 - Interview guide  
 
INTERVIEW QUESTION GUIDE  
APPROACH  
• Non-directive-controlled interview  
METHODS  
• One interviewer   
• Recordings via dictaphone/handwritten notes  
QUESTIONS  
1. What is your position at your university’s Football Club?  
2. How long have you been involved in this avocation?  
3. What does the word support services mean to you?  
4. What support services are offered for your football players?  
5. Which student-athlete support services do you deem as the most important for 
every student-athlete?   
6. What other service/s would you place on your ‘wishlist’ in order add to the current 






Annexure 6  Student-athlete Survey  
 
STUDENT-PLAYER MANAGEMENT AT GAUTENG TERTIARY INSTITUTIONS 
WOMEN’S FOOTBALL TEAMS 
                                          (scales from Montana State University, 2010)  
This survey is designed to investigate the student-player management of Gauteng tertiary 
institutions women’s football teams.  This concept of student-player management is vital 
as it enables students to balance demand of sport and academics and furthermore to 
ensure the support and development of student-players’ state of preparedness on the 
national and international stages of competition. Your participation in this study would 
thus be of vital importance to ensure those tertiary institutions’ women football teams 
develop and implement the appropriate student-player management strategy. Please 
mark your answers with an ‘X’  
  
1 DEMOGRAPHICS  
1.1 Age    
  
1.2 Race   
1.3 Level of Qualification 
17- 20  21- 25  26- 30  Other  
Asian  Black  Coloured  White  Other  




1.4 Playing Positions  
Forward  Midfielder  Defence  Goalkeeper  
  
2 SUPPORT SERVICES   
2.1 What does student-athlete support services mean to you?         
 
                         
                      __________  
2.2 Which of the following support services are available at your institution? Please mark 
with an ‘x’.  
Strength & 
conditioning  






            
  
2.3 Which are your tertiary institution’s sport support services that you are aware of and 




Awareness of  
facility or service  
  
Utilisation of 
facility or service  
  
2.3.1 Strength & conditioning  
    
  
2.3.2 Counselling  
    
  
2.3.3 Physiotherapy  
    





2.3.5 Management of scholarship  
    
  
2.3.6  Nutrition  
    
  
2.3.7    Other  
    
  
2.4 To what extent do you use these following services? Please mark with an ‘x’.  
  
Services  




5x or more 
per week  
  
2.6.1 Strength &             
conditioning  
        
  
2.6.2 Counselling  
        
  
2.6.3 Physiotherapy  
        
  
2.6.4 Career guidance  
        
  
2.6.5 Management  of 
scholarship  
        
  
2.6.6 Nutrition  
        
  
2.6.7   Other  






 2.5 Are these support services communicated to you?   
 2.5.1 If yes, through which channel are they communicated?  
Coach  Manager  Student guide  Friends  Notice boards  Other  
  
2.6 Which of the below support services do you consider most important in your sport?  
Please mark with an ‘x’.   
Strength & 
conditioning  






            
  
2.7 What service do you think can be added to the above already mentioned support 
services?  
 
                         
                      __________  
                      __________  
2.8 How are these support services in comparison to other tertiary institutions’ football 
clubs, if you are aware of any? Please mark with an ‘x’.  
Worst  Bad  Good  Excellent  Do not know  
          
    
2.9 Do you believe that your HEI has an effective support service system?  
 
 
YES  NO  




2.9.1 Please explain:   
 
                         
 
                         
                    ________________  
  


























Annexure 8 – TURNITIN report
 
 







Annexure 9 – Code sheet for content analysis  
CODE SHEET FOR CONTENT ANALYSIS   SERVICE QUALITY MANAGEMENT  
DIMENSIONS  CODES  OPERATIONAL DEFINITIONS  
Tangibles  Facilities, equipment, materials, personnel, 
resources, gymnasium, field, grounds, coach, 
assistant coach, attire, residence, staff, deliverables, 
scholarships, finances  
Corporal facilities, equipment, materials and 
personnel  
Reliability  Experience, consistent, professional, on-and-off the 
field, trustworthiness, knowledge, trust, competent, 
committed  
The ability to execute a guaranteed service 
unvaryingly and accurately.  
Responsiveness  Willing, appropriate, suitable, willing, system, efficient, 
punctuality, punctual, discipline, deliver   
The readiness to assist and provide apt 
service.  
Assurance  Support, holistic, well-being, composed, guarantee, 
thoughtful, diversity, inclusion, warrant, confident, 
proud, respect  
The knowledge and consideration of 
employees and how they enthuse confidence 
and reliance.    
Empathy  Communication, understanding, personalised, 
support, counselling, life coaching, engagement, 
attention, help, equality, fairness  
  
Good communication, caring, understanding 
and personalised attention given to 
customers.  
Patriarchal  Male dominated, injustice, inequality, unfairness, 
gender  
relating to or denoting a system of society or 
government controlled by men  
 
